Learning in network organisations by Chitty, Gary Roy
i  
 
 
 
 
Learning in Network Organisations 
by 
 
Gary Roy Chitty 
MPET, MPET (WVET), BA, Dip Tchg 
 
 
 
 
 
Submitted in fulfilment of the requirements for the degree of 
Doctor of Philosophy  
 
Deakin University 
31 January, 2018 
 
 
 


iv  
 
Abstract 
This thesis explores the nature of learning in network organisations. It seeks an 
understanding of how people learn in settings where their co-workers work for 
different employers, often with varying nationalities, either alongside or 
geographically remote from each other.  Key themes concern varying forms of 
communication, information and communication technologies, relationships, the 
agency of individual employees and responses to planned and unplanned 
phenomena in the workplaces of network organisations. The thesis suggests that 
plans to apply network organisation approaches, especially those concerning 
multiple outsourcing, overlook learning theory and instead promote poorly 
conceived discourses. The major finding of the thesis is that employees seek 
connectedness with others, and often do so using personal agency and methods 
that are contrary to those planned by decision-makers.  The study was conducted 
from a stance of social constructivist post-modernism that seeks to include 
considerations of the 'self' consistent with Margaret Archer’s critique of social 
constructivism and post-modernism. 
 
Data was gathered using semi-structured interviews conducted during 2013. The 
study applied concepts of hermeneutic phenomenology, forms of social 
phenomena often associated with ethnography, and an over-riding search for 
meaning that juxtaposes experience, literature and reflection. Separate narratives 
for each extract and situation incorporate these elements into accounts which are 
in turn interpreted to arrive at findings. Interrogation of data and accretion of the 
narratives apply Max van Manen’s methodical structure of human science 
research and linguist Sydney Lamb’s paralinguistic diversities of expression to 
identify and explore deep meanings in extracts from interviews. Each account 
calls on contemporary and significant discourses and theories. The combined 
accounts are contextualised and organised in sections following Nick Hopwood’s 
four essential dimensions of workplace learning: time, space, embodiment and 
v  
things. The manner in which situations, forms of connectedness and lack of 
connectedness enable or inhibit learning is examined. Themes and phenomena 
are identified that can be associated with learning in network organisations. 
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Chapter One 
Introducing ‘Learning in Network Organisations’ 
 
1.1   Overview of Learning in Network Organisations 
This thesis explores the nature of learning in network organisations. It seeks an 
understanding of how people learn in settings where their co-workers work for 
different employers, often with varying nationalities, either alongside or 
geographically remote from each other. Network organisations provide 
environments in which people frequently respond to changes in social groupings 
as different service providers assume varying roles in the value-adding process.  
 
The problem at the heart of this thesis is that those working in network 
organisations often find themselves in a confused environment of dysfunctional 
communication,  rapid and unpredictable change, confused concepts of the 
nature of learning and communication and ill-conceived inter-organisational 
processes.  This thesis explores these phenomena to arrive at insights regarding 
organisational, cultural and interpersonal aspects of work and learning in network 
organisations. 
      
A major theme of this thesis is that organisations succeed through the agency of 
groups and individuals, even when the structural deficiencies of their 
organisational setting inhibit these processes. People seek connectedness with 
others, despite obstacles in commercial, cultural and practical spheres. The most 
successful and meaningful learning situations evolve when human relationships 
have been formed. Learning is a complex and challenging concept; many of the 
pretexts for the existence of the network organisation phenomenon represent ill-
informed views of learning theories and practices.  The major research question 
asks,   
2  
'What relationships might exist between the network organisation, 
various forms of communication, and the learning of employees in 
network organisations?'    
Factors prompting this question include the preponderance of Information and 
Communication Technologies (ICTs), the role of relationships in learning, and the 
need for participants in work processes to form meaning from experience.  
 
To define the network organisation, first the notion of what ‘organisation’ means 
requires clarification.  Rather than an organisation being defined in a legal or 
institutional sense, an organisation is a situation where organising is taking place 
(Ivanko 2013; Hopwood 2014). Given that an organisation is such a situation, this 
thesis defines a network organisation in these four statements:  
 
-various parts of the value- adding process are identified as core to an 
organisation 
-the organisation chooses to 'loosely couple' elements of the value chain 
that might be performed by other organisations more capable of 
efficiently executing those elements, rendering those organisations 
‘vendors,’ ‘partners,’ or 'network members' 
-the principal form of communication employed between the member 
organisations is conducted using ICTs 
-the functional roles and network memberships can be expected to 
change over time. 
The way in which this definition is arrived at appears in section 3.4. 
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ICTs form part of the genesis of network organisations (Miles and Snow 1986; 
Akselsen 1999; Nohria and Ghoshal 1997; Schoemaker and Jonker 2005; Ekbia 
and Kling 2005; Antivachis and Angelis 2007; Vashistha and Vashistha 2006). It 
has been possible for organisations, especially large Multinational Corporations 
(MNCs)1, to define core activities for work divisions to conduct and to ‘loosely 
couple’ other activities to be performed either by their own divisions, or by other 
local or foreign vendors. Without ICTs, MNC network organisations would not 
exist (Schoemaker and Jonker 2005; Ekbia and Kling 2005). At the centre of this 
phenomenon has been the often-held assumption that ICT-based communication 
minimises the need for face-to-face interaction.  
 
Decision-makers in network organisations have made assumptions about 
communication, learning and ICTs that have been found deficient. Rich learning 
experiences are often an outcome of workplace relationships (see Billett 2008, 
2010a, 2010b; Carmeli and Gittell 2009; Edmondson and Lei 2014; Duhn, Fleer 
and Harrison 2016; Ferris, Liden, Munyon, Summers, Basik and Buckley 2009). 
Learning is often associated with personal agency in the context and structures of 
those relationships (Billett 2010b; Kahn, Qualter and Young 2012; Paloniemi and 
Collin 2012). There has been a frequent mismatch between expectations, often 
permeating formal vendor-supplier agreements and the structures established for 
execution of work activity. This thesis records, interprets, expands and reflects 
upon the human experiences providing evidence of this mismatch.  
 
The concept of meaning-making is a central one for this thesis as employees in 
network organisations continually strive to form meaning from their experiences, 
often ones which are initially frustrating and dysfunctional. This project has been 
shaped by these difficulties confronted by research participants, and so a 
hermeneutic phenomenological approach has been adopted (see van Manen 
                                                      
1 MNC has been adopted as the initialisation for the two words ‘Multinational Corporation’ (not 
MC) consistent with most management literature. 
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2006; Huff 2009; Henriksson and Saevi 2012; Friesen, Henrikkson, and Saevi 
2012). This approach has led to the formation of ‘essences’ (van Manen, 2006)  
from structured interviews in which phenomenological enquiry, narratives, 
theory and reflections contribute to twenty-seven accounts based upon the lived 
experiences of the participants. 
 
This brief overview foregrounds the remainder of this chapter. A brief 
introduction of myself is provided as overall context to my position as a 
researcher. An overview of the structure of the thesis then follows. 
 
1.2   A Brief Personal and Professional Introduction 
I came to this question working as a manager in the ICT division of the Australian 
business of a global MNC, a division of over 700 employees. Over the course of 
my employment XYZ (pseudonym) was transforming from a conventional single 
hierarchy to a multi-sourcing network organisation. As the manager responsible 
for the internal process improvement, organisation development and training 
functions, my environment was changing rapidly. The local research participants 
for my Master’s degree research paper made this issue more prominent for me. 
Those participants’ comments on their likely future sparked the interest that 
initiated this thesis. 
 
I had come to my role after two decades as first a teacher, then a public sector 
policy and programs officer, then as a public sector manager and consultant to 
industry prior to entering the MNC environment. Throughout this period I 
furthered my major interest in workplace learning as a post-graduate student. 
This interest has continued as I have studied and written throughout my career; 
further information on how my experience has led to this thesis appears in 
Chapter Two. My personal identity has been central to my role as a practitioner 
and scholar throughout my career: that of a professional educator. My 
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professional concern continues to address matters such as learning, 
worthwhileness, personhood, experiences and teaching (after Pring 2000).  An 
educational orientation has dominated my working life, especially after leaving 
school settings.  The pedagogical orientation of van Manen’s (1997, 2006) 
approach to hermeneutic phenomenology is therefore an anchor-point to my 
methodology, and the educator’s standpoint permeates this thesis. 
      
1.3  Structure of the Thesis 
The structure of this thesis is a conventional one of introduction; articulation of 
the research problem; literature review; conceptual framework; research 
methodology and design; phenomena under study; and conclusions.  
 
The problems addressed by the major research question are described in more 
detail in Chapter Two, and become more apparent to the reader in the 
subsequent chapters, especially Chapters Six, Seven, Eight and Nine.  Studies like 
this are required because the nature of learning in network organisations is not 
well understood. The implications of the existence of network organisations for 
workplace learning theory and practice have received little notice.   Scant 
attention has been ascribed to learning in network organisations compared to the 
overall body of workplace learning theory. If theory and practice are to address 
the needs of network organisations, it is necessary to explore what takes place 
within them. The target audience for the findings of this thesis therefore includes 
scholars, workplace learning practitioners, and decision-makers in network 
organisations. It is anticipated that further study exploring topics like this one will 
ensue.      
 
Chapter Two, The Research Problem, articulates the central research question 
and supporting concepts.  It considers problems that appear for workplace 
learning practitioners and researchers when working in network organisations. It 
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describes the scale of the issue, attempting to quantify the number of people 
daily engaged in issues related to learning in network organisations.  It briefly 
describes the emergence of the network organisation, and the conceptual 
challenges this phenomenon creates due to common constructs of ‘the 
organisation.’  The chapter then describes the theoretical framework for the 
thesis, and how it relates to the conceptual framework described in Chapter Four. 
The chapter describes how theory, network organisations and elements of 
hermeneutic phenomenology combine to construct meaningful insights into 
learning in network organisations. 
 
Chapter Three provides a review of literature relating to workplace learning. This 
thesis is positioned in the realm of Adult Workplace Learning, with a special 
emphasis on the study period 1980 – mid 2010s and the arrival of the ‘new digital 
world’ which has been integral to the existence of network organisations.  The 
literature review is structured to highlight the way in which workplace learning 
theory has changed from when network organisations started to emerge in the 
period c. 1980 – 2000, and more recent workplace learning theory, 2000 to the 
present.  Part of the vernacular in the diaspora of workplace learning 
practitioners emerged in the period 1980-2000. Many of the concepts implicit in 
the vernacular have been questioned and expanded upon in more recent 
decades.  The literature review canvasses this phenomenon. 
 
The literature review discussion is structured in five parts: Relationships and 
learning; workplace learning literature of the late twentieth century; network 
organisations; workplace learning literature of the early twenty-first century; and 
workplace learning literature and the ‘new digital world.’ This structure enables a 
wholistic view of the world of workplace learning literature during the period of 
evolution of the network organisation and the accompanying phenomena. These 
four decades experienced a flourishing of interest, propelled by the phenomenon 
that workplaces have continued to be regarded as credible sites of learning at 
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both the overall and individual level. The lack of learning-related literature 
addressing network organisations is a notable aspect of Chapter Three as 
concerted searches have discovered little theoretical endeavour related to this 
matter.  
 
Chapter Four presents the conceptual framework for the thesis, explaining how 
the elements of learning theory, network organisations, structure and agency are 
applied to lived experiences from the perspective of hermeneutic 
phenomenology. The chapter introduces the conceptual starting point, literature 
related to learning. In this context, people working in network organisations have 
provided the raw material for this thesis in semi-structured interviews. Network 
organisations also form sites of structuration that fundamentally differ from 
structures in conventional organisations, which are characterised by a single 
hierarchy and repeatable influences shaping experience.  These experiences are 
explored for ‘essences,’ bound in extracts from the structured interviews. These 
extracts are re-visited, as further consideration of theoretical literature seeks 
further meaning beyond the extracts from interviews.  
 
Chapter Four recognises that in network organisations various cultures and 
practices converge with various novel and unique structures, rules, resources and 
recursive processes that influence what occurs within them. Therefore, structures 
and the agency of those working in the organisations form important elements in 
the conceptual framework.   The hermeneutic phenomenological approach to 
interpretation and analysis then concerns phenomena, relationships, meaning-
making and learning to arrive at insights into the nature of learning in network 
organisations, especially considering relationships and the various forms of 
communication that occur within them. 
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Chapter Five, Research Methodology and Design, first describes the difficulty I 
had finding research participants and raises some consequent questions. It then 
outlines the stance I have adopted as a researcher, applying the Burrell and 
Morgan (2005) framework. The discussion positions influences on my stance 
within four schemes: as ontology on axes with the extremes of realism or 
nominalism; as epistemology extending from positivism to anti-positivism; as 
human nature extending from determinism to voluntarism; and as methodology 
extending from nomothetic to ideographic approaches. The argument positions 
my stance as an ontology that is predominantly influenced by social 
constructivism and post-modernism (Hegel (1770-1831); Durkheim (1858-1917); 
Lewin (1890-47); Berger and Luckmann 1966; Archer 2004; Lyotard 1984; Chia 
1995, while seeking to include considerations of the 'self' consistent with 
Margaret Archer’s (2004) critique of social constructivism and post-modernism. 
 
Following the Burrell and Morgan framework, I find strong influences on my 
epistemological position in authors concerned with hermeneutic 
phenomenology: Smythe et al (2007), Heidegger (1889-1976), Henriksson and 
Friesen (2012), and van Manen (2006).  This approach to finding meaning from 
researching lived experience becomes the dominant methodological construct for 
this thesis (van Manen, 2006). 
 
Concerning a stance on human nature, the next dimension in Burrell and 
Morgan’s framework, major influences are those concerned with voluntarism, 
dating back to Aristotle (384-322BC), and advanced by authors including 
Durkheim (1858-1917) (2016), Lewin (1890 - 1947) (1945), and van Manen (2006). 
These authors recognise the voluntary, complex and conflicted social being that is 
human, influences with which I identify. 
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These considerations lead me to methodological choices that lend themselves to 
knowledge-creating theories and varied insights, juxtaposed material in many 
narratives, 'play,’ and varied accounts (Huff, 2009).  Choices also include matters 
of ‘self’ (Archer, 2009), studies of experience (Friesen, 2012), considerations of 
the forms of social phenomena (Denzin and Lincoln, 2008), the concept of 
reintegration, and acknowledging that all language is metaphor (van Manen, 
2006).  Again, this approach to the interpretation of experience recognises van 
Manen’s (2006) representation of hermeneutic phenomenology as the dominant 
conceptual research paradigm. 
  
The research design section of Chapter Five describes the reasoning behind the 
structured interview approach and the approach taken to finding essential 
meanings in the accounts of participants’ experiences. It describes how the 
interviews combine meaning-making with dialogue (Wilson, 2016). Data 
interrogation is outlined, applying van Manen’s (2006) six research activities for 
hermeneutic phenomenological research and linguist Sydney Lamb’s (2004) 
eleven paralinguistic diversities of expression. Thematic categorisation of each 
emerging account then places each into one of Hopwood’s (2016) four 
dimensions of workplace learning: time, space, embodiment and things.  
 
Chapter Five describes the intersecting research findings further, first through       
theoretical association, involving further literature appraisal to associate 
participant experience with theoretical accounts; a process of reflection when I 
personally reflect upon what has been discovered; then the formation of each of 
the twenty-seven accounts based upon participant experience. An integration 
phase then ensures that each of the four chapters including the accounts 
sufficiently integrates as a readable and meaningful whole. 
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Introductions, a small section (not a Chapter), provides a brief introduction to the 
research participants. It then introduces the configuration of each of the 
‘accounts’ which form the narratives that interpret, explore and make meaning of 
a selection of participants’ utterances. This introductory section is an important 
backdrop to the four major chapters that follow.  
 
Chapters Six, Seven, Eight and Nine present the twenty-seven accounts of 
participant experience. These chapters explore connectedness through each of 
Hopwood’s four textures of workplace learning: time, space, embodiment and 
things respectively.  Each chapter has its own introduction and concluding 
comments, and has been allocated between four and ten accounts. Each account 
stands alone, representing a unique experience and set of meanings in a form 
consistent with the situation being described by the participant. 
 
Chapter Ten, Themes and insights, draws themes that traverse the four previous 
chapters. It identifies paradigm conflict between structured processes in network 
organisations and fundamental learning concepts. Considerations are made of 
‘stormy change’ and consequent conflicts. The influence of time, place and 
cultures on employee learning is drawn out, along with models of culture 
formation, relationships, structuration and agency. Deficit models of culture are 
discussed in contrast to emergent models of culture. 
 
The conclusions drawn in Chapter Eleven provide further generalised insights 
about learning in network organisations to address the research question. These 
insights reveal the deeper meanings that have been grappled with and explored 
through the research process. Short of providing recommendations, these 
essences (van Manen, 2006) aim to inform practitioners and scholars of matters 
that are worthy of attention when considering the relationships, communications 
and learning in network organisations. 
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A note on reading this thesis 
As described previously, each of the twenty-seven accounts stands alone, while 
also complementing each other for integrated ‘wholes’ at the chapter or thesis 
level.  This design decision is a conscious one, as the disjointed, often 
dysfunctional experiences of the research participants rendered the separation of 
interview material into these extracts and accounts, so that the writing and 
reading of the accounts is congruent with the experiences being described. The 
text has assumed a ‘life of its own,’ consistent with the experience under scrutiny 
(van Manen, 2006, p.128). The unique quality of each account is celebrated, 
adopting an aesthetic suited to the experiences under study.  
 
The reading of accounts non-sequentially might offer further insights to the 
reader. A sequential approach to each chapter might evoke a different cognitive 
response for the reader.  Other chapters also follow this principle. The reader is 
therefore encouraged to ‘dive in and out,’ to navigate and peruse this thesis, in 
whichever manner is most meaningful for the individual.  
 
1.4  What This Thesis is Not 
This thesis takes the phenomenon of the emergence of the network organisation 
as a given, a necessary choice that has been challenged by some during its 
production. There is little attempt to canvass why or how the network 
organisation phenomenon has occurred, with the exception of a mention in the 
literature review.  This thesis does not traverse the dynamic socio-political 
environment in which network organisations have evolved (as tempting as this 
subject matter might be). Rather than contextualising learning in network 
organisations as part of a broader social, economic or geopolitical context, 
boundaries have been drawn to focus attention on my principal field of interest, 
workplace learning within organisations. Further attention to these matters might 
evolve as ongoing research.  
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Also, this thesis deals with enterprise-level considerations and exceeds this scope 
only to inform the discussion.  While there is necessary critique, this thesis is not 
a critical analysis of why or how network organisations have manifest themselves, 
or the external forces that have shaped the learners or organisations in question. 
It does not seek to compare one network organisation to another; more 
important than comparisons or contestations are the experiences of the research 
participants. Boundaries and limitations for this thesis are accepted as necessary 
choices.  
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Chapter Two 
The Research Problem 
2.1   Problematic and Emerging Challenges 
2.1.1 Nature of the challenges 
The challenges when considering learning in network organisations take different 
shapes: they include a lack of recognition that there is a profound difference 
between the experiences of employees in network organisation settings and 
those in conventional organisational settings; the inadequacy of conventional 
organisational learning strategies to meet the challenges of those in network 
organisation settings; the dearth of literature addressing learning in network 
organisations; and deficiencies in constructs of ’organisation’ as they relate to 
workplaces in the twenty-first century.   
 
The network organisation has emerged since the early 1980s as an alternative to 
the conventional organisation.   Distinguishing factors between network 
organisations and conventional organisations relate to organisational hierarchy: a 
network organisation relies on flexible, lateral linkages between companies, while 
a conventional organisation is based upon a large, single-hierarchy form of 
organisation (Antivachis and Angelis, 2007, p.33).  Some background on the 
network organisation is provided here to contextualise the research problem.   
 
In a conventional organisation, both informal learning and training programs 
contribute to employee learning.  In a network organisation, where those doing 
the work are employed by separate companies, possibly in separate locations, 
different nationalities and cultures, people are learning from their experiences 
and interactions with others. The need to identify what is being learned by 
employees in this setting, and how, emerges as a key consideration. 
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The network organisation is disaggregated, with a mix of employees from 
different companies doing the work. In a network organisation, most 
communication uses ICTs with little or no face-to-face interaction.  The learning 
experiences of employees in conventional organisations will typically involve face-
to-face contact with other knowledgeable employees, while in network 
organisations the learning experiences rely heavily on ICT-based communication 
(Schoemaker and Jonker, 2005, p.509). As discussed later in this Chapter, 
research into learning within work organisations has largely defaulted to ‘the 
organisation’ in the conventional context, and not the more recently evolved 
network organisation.  
 
The workplace learning professional might be expected to approach an 
organisation with a body of knowledge, concepts and techniques drawn from 
their formal education and training and their experience to that stage.  As 
Nankervis, Baird Compton and Coffee (2015) describe in their Human Resource 
Management textbook, components of a learning and development framework 
will typically involve an end-to-end cycle for employees including:  
• ‘Induction programs and orientation’ to introduce new employees and imbue 
them with the requisite local knowledge; 
• ‘Training programs’ to equip staff with the necessary skills and knowledge to 
perform their existing and planned work tasks; and 
 • ‘Development and learning’ to collaboratively and individually develop longer 
term goals and engage in activities that enable their attainment (adapted from 
Nankervis et al, 2015, p.292).  
 
Frameworks like these fundamentally assume that the staff concerned are 
employed by that organisation, and has an expectation that this will also be the 
case with colleagues and fellow team members.  When colleagues and fellow 
team members are part of other organisations possessing their own 
organisation’s framework that engages different content, the result is a 
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misalignment of expectations, techniques and (invariably) behaviours.   These 
misalignments can easily represent conflicts. 
 
The non-facing parts of member organisations within the network are typically 
invisible to team members in other organisations, including those employed by 
the core organisation within the network. Conflicting frameworks and cultures of 
organisations that are part of the network and workplace (in physical or virtual 
form) can produce visible and invisible misalignments that may be 
insurmountable. Should non-formal learning environments be preferable for 
employees in network organisations (explored further in section 2.1.2), these 
misalignments become even more pronounced.   Such is the morass of 
complexity that confronts the learning professional in network organisation 
settings.   
 
The overwhelming majority of research into workplace learning is sadly deficient 
in its recognition that network organisations exist and that they may create an 
environment for learning that is fundamentally at odds with the environments 
described in the majority of the literature. The literature drawn upon in Chapter 
Three refers to numerous articles concerning workplaces and learning within 
them, and very few recognise the presence of network organisations. 
Management and business literature in the context of organisations such as 
MNCs refers to network organisations (see for example, Antivachis and Angelis, 
2007; Ekbia and Kling, 2005). Literature focusing on workplace learning is less 
inclined to make this acknowledgement.  While Human Resource Management 
textbooks might refer to network organisations (Millmore, Lewis, Saunders, 
Thornhill and Morrow, 2007), literature on workplace learning largely ignores 
their existence, with few exceptions (one of them being Jalonen, Ristimaki, 
Toivianen, Pulkkis and Lohtander, 2016).     
 
The problematic and transient nature of the network organisation has evaded the 
gaze of researchers concerned with workplace learning. My own considerations 
draw me to three possible explanations for this evasion: 
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• Lack of access, as it may be the case that core members of network 
organisations prefer not to admit researchers, or the relevant decision-makers 
are insufficiently permanent or secure in their role to grant access (see Chapter 
Five). This has assumed that access has been sought in the first place; 
• A culture in the community of workplace learning research that selectively 
ignores either that network organisations are fundamentally different to 
conventional organisations, or that the learning experiences of individuals will be 
fundamentally different to those in conventional organisations; or 
• Ignorance that network organisations even exist; or 
• Acknowledgement of the presence of network organisations combined with an 
initial reaction that learning is problematic and ‘too difficult’ – what popular 
parlance might call the ‘elephant in the room syndrome.’ 
 
My own experience when describing my research to other researchers suggests 
that there may be a combination of all of these factors. My suspicion is that the 
last of the above possibilities bears some significance. 
 
I sense that my own experience in network organisations has had to provoke my 
interest in the research question. A research specialist without the ‘on-the-job’ 
professional workplace experience might not be inclined to pursue this 
endeavour. In conversation I have noticed that those without experience in 
network organisations find it difficult to conceptualise that work and learning can 
successfully occur, especially in the absence of face-to-face communication.  In 
conversation, others without direct experience have found it difficult to 
conceptualise the multi-sourced work team environment.  I refer to my research 
journal from 2011, when I noted, ‘If I don’t do this perhaps no-one will’ (Chitty, 
2011). Section 2.1.2 describes the evolution of this interest.  
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2.1.2 Workplace learning: A career interest 
Early in my career I worked as a teacher in government schools in the suburbs of 
Melbourne, Australia.  Later I worked as a research officer on an industry 
development project in the Australian metals industry in the mid-1980s. I 
recognised the importance of paid work to the life and learning of the Australian 
worker.   My research activities focused on the competitiveness of the Australian 
metals industry and the need for change at the enterprise, industry and national 
level (Chitty, 1984).    I worked closely with people with a passion for workplace 
learning, including union officials, industry representatives, politicians and 
researchers.   Many of my research participants in this period were employees in 
the metals industry, and like many of my colleagues I realised that the contents of 
the thirty to fifty hours per week of working time for most employees in the 
metals industry - or any industry for that matter - bears strongly on what those 
people learn and the choices available to them throughout their lives.   
Workplaces provided influential learning experiences for many.    
 
The Quality of Working Life movement was alive in Sweden, and an Accord2 
between the Australian Government and the Trade Union movement was a major 
influence on government decisions concerning the workplace (Stillwell, 1986).   
Movements supporting causes like occupational health and safety and total 
quality were contributing to workplace change (Mathews, 1989).   The 
relationship between working life, the nation's economic well-being and the 
prospects of the working person had an unprecedented profile (Cooper and 
Mumford 1979; Mathews 1989; Stillwell 1986).   As a former teacher, and 
someone who identified myself as a professional educator, I found myself 
enquiring further into the lives, workplaces and learning of employees in the 
metals industry.   Figures such as Bill Ford (1990) on workplace skills formation 
                                                      
2 The Australian Council of Trade Unions (ACTU) and the Australian Labor Party (ALP) government 
agreed to a ‘Prices and Incomes Accord’ which restrained wage and prices growth while improving 
social spending and introducing compulsory superannuation. It was renewed several times and 
extended from 1983 until change of government in 1996.   
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and John Mathews (1989) on the changing workplace were instrumental in my 
learning process.   My transition into public sector program management saw my 
growing passion for workplace learning thrive as I initiated, monitored and 
documented workplace change and skills development projects on a government 
industry assistance program (National Industry Extension Service, 1991). My 
appetite for information regarding workplace learning grew stronger. 
 
During my government employment I participated in a study tour. I had been 
working with the CSIRO’s3 Division of Manufacturing Technology, where a 
prominent manufacturing engineer urged me to participate in a forthcoming 
conference, ‘Skills Based Automated Production,’ convened by the International 
Federation for Automatic Control. I presented my paper, Participative Approaches 
to Skill and System Improvement (Chitty, 1990), to a group of international 
delegates including three Australian colleagues, Max Ogden, Bill Ford and Viv Reid 
in Vienna in 1989. 
 
From Vienna our group proceeded to Bologna, Italy where we joined Laurie 
Carmichael, then of the Australian Council of Trade Unions, and Joe Burke of the 
Australian Manufacturing Council for a study tour of Emilia-Romagna, Northern 
Italy to explore business networking and skills formation. Messrs. Carmichael and 
Burke were particularly interested in the collaborative approach to small business 
in Emilia-Romagna as part of the Australia Reconstructed program (see Scott, 
2013). I travelled on to southern Sweden for industry visits.  I reported back to my 
Department in 1989 (Chitty, 1989).  My interest in enterprise skills formation and 
business development flourished. The Business Networking Program and other 
industry-wide interventions were added to my Victorian state public sector 
management portfolio. 
 
                                                      
3 Commonwealth Scientific and Industrial Research Organisation, Australia’s major national 
research institution. 
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With changes in government and associated policies I departed from public sector 
employment in the early 1990s to start a consultancy business specialising in 
skills-based career development, classification systems, training and 
development.  I continued to facilitate change, monitoring and documenting the 
changes my client organisations underwent.   Underpinned by continued 
commitment to workforce participation, the engagement of employees in 
learning and improvement processes remained a cornerstone for my consulting 
and research (Chitty, 1999).  Workplace learning had become a source of both 
intellectual stimulation and income. 
 
During this period I studied for Master’s degree subjects, first by coursework, and 
then by research, exploring workplace learning, individual learning and Vocational 
Education and Training (VET) (Chitty, 2002).   This led to the question of how 
people learn in the workplace, with my subsequent research focusing on the role 
of various forms of communication on the learning of ICT workers (Chitty, 2005).   
My research suggested that these people often learned as a result of six 
important inter-relating influences: 
• Horizontal and Liberal Learning Networks, as described by Poell, Chivers, Van 
der Krogt and Wildemeersch (2000), emphasising the social-organisational 
aspects of learning and relationships and 'what happens between people as they 
interact socially' (p. 34); 
• Self - directed learning skills, employing metacognition, reflection, mapping, and 
note-taking as described by authors including Munby, Vesnal,  Hutchinson, Chin 
and Berg (2003), Sadler-Smith and Smith (2004), and Riding and Sadler-Smith 
(1997); 
• Quality documentation, which provides accurate technical and procedural 
information that can be accessed by the ICT worker, as described by my research 
participants (Chitty, 2005); 
• Wholistic and graphic learning materials and job aids, consistent with the 
principles of Sadler-Smith and Smith (2004), and Riding and Sadler-Smith (1997), 
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reflecting the cognitive styles and preferences of the learners, supporting the 
quality technical documentation described above; 
• Access to expertise, enabling ICT workers to ask questions, discuss new 
information, and explore detail as required, as embodied in the coaching, 
situational and mentoring models of  Mumford (1997), Mather,  Simons, Harris, 
Guthrie, and Perkins (1997), Rumsey (2001) and Billett (1993); and a 
• Supportive culture that provides for, enables and encourages discussion, shared 
learning and socialisation, as described by Senge (1990).   The influence of these 
factors on the learning journeys of the research participants is illustrated in Figure 
1. 
 
 
 
 
 
 
 
 
                            Figure 1. Learning and ICT Workers 
 
The conduct of interview-based research attuned my professional interests more 
closely to the learner.   When describing the process of learning from fellow 
workers, one of my Masters research participants raised the question, 'What if 
the other person is in Bangalore (in India, working for another company supplying 
that service or skill)?'  This issue prompted other questions for me.   If a person’s 
learning is optimised when provided with the factors described in Figure 1, 
important issues emerge when considering learning in network organisations.    
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The four issues that arise concern culture, expertise, communication and learning 
processes. First, if rather than being part of a single workplace culture that 
supports discussion and learning, there are two or more very different workplace 
cultures in place that have very little in common, and the people who need to 
learn from each other are each part of those separate cultures, interpersonal 
learning may become problematic. Second, to obtain access to expertise, if the 
only expertise is at the other end of a data link in another country, and rather 
than asking direct questions, the learner must send an e-mail and wait for a 
response, there may be further complications. Third, it may be possible that 
horizontal and liberal learning networks are frustrated by a lack of 
communication between the network members, who do not talk to each other 
face-to-face. And finally, these problems may be further compounded by 
language, social and cultural difficulties as the people interacting do not have 
sufficiently similar rules of syntax and organisation of thoughts.  It might be that 
the model I arrived at as part of my earlier research paper (which focused solely 
on ICT professionals, possibly a limitation) cannot apply in the context of a 
network organisation.     
 
As a workplace learning practitioner and researcher, I developed this research 
question: 'What relationships might exist between the network organisation, 
various forms of communication, and the learning of the employees in network 
organisations?' Many practitioners in the field must be experiencing the 
problematic nature of this question. Research is needed to answer this question, 
as the network organisation form of enterprise has evolved from a novel 
phenomenon to a dominant one.  The size and scale of the network organisation 
phenomenon adds weight to the scale and size of the problem  
 
2.2 Scale of the Phenomenon 
Identifying the number of people involved in the interfacing parts of network 
organisations is difficult. During the emergence of the network organisation, 
researchers have been able to identify the rapid growth of the network 
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organisation phenomenon, citing it as a dominant one for the services industry 
(Antivachis and Angelis, 2007) and one that would continue to dominate 
industries throughout the world in forthcoming decades (Jarvenpaa and Ives 
1994; Aghina, Smet and Haywood 2014).  However, literature quantifying the 
phenomenon is elusive. Arriving at size or scale is problematic. Following is an 
attempt at acknowledging the magnitude of the issue: the number of people 
likely to be working in network organisation settings, and therefore the number 
of people whose working life is relevant to this thesis. 
 
While this thesis is written from an Australian standpoint, network organisations 
are a global phenomenon, which is discussed further in Chapter Three. It is 
instructive to consider approximately how much revenue is involved and 
therefore the likely number of people impacted. The industry providing the 
outsourced services to core network organisations is often referred to as The  
Business Process Outsourcing (BPO) market. 
 
The revenue of the BPO market was projected by The Institute of Chartered 
Accountants in Australia and Ernst and Young (ICAA) (2011) to be $US191 billion 
in 2015.  The statistics group Statista (2017) estimated the size of the global BPO 
market at $US88.9 billion in the same year. We might assume that there is a 
figure between the two that might be accurate in a field where quantitative 
measurement is uncertain. A global order of magnitude of $US100 billion appears 
reasonable.    
 
The number of employees that this expenditure involves comes to question.  To 
arrive at an approximate figure, a proportion of input costs going to labour can be 
calculated to arrive at an assumed number of employees, assuming a proportion 
of revenue that is applied to input costs. The following discussion applies these 
assumptions to arrive at a number of employees involved in BPO activities, 
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including the core and other organisations that are the customers of the vendor 
organisations supplying the BPO market, and attempts to arrive at an 
approximate number of impacted employees globally and in Australia. 
 
First, to arrive at an approximate figure of the amount of revenue being paid to 
labour.  According to Australia’s Office of the Chief Economist (OCE) (2017), the 
average proportion of input costs (including tax and interest) spent on labour in 
relevant industries is 70%4 in Australia (p. 45).  If input costs are only half of all 
revenue (in the absence of an overall estimate or figure- a generous gross profit 
margin) the overall global BPO market spends something in the order of $US35 
billion on labour, ie 35% of total revenue. 
 
To arrive at an estimated number of employees involved in network organisation 
processes, for the sake of simplicity a generous figure of $US100,000 per 
employee may be applied, erring on the side of conservatism.  A figure of 3.5 
million employees is the result. This figure would represent those employees 
directly employed by the vendor organisations.  If those working in core, 
customer network organisations interacting with the vendor employees were at a 
ratio of (say) one core organisation employee to three vendor organisation 
employees, the global total workforce involved in these processes would be in the 
order of 4.6 - 4.7 million people: approximately five million workers.  
 
Given that the numbers impacted globally are significant, the scale of the 
Australian situation might safely be assumed to be commensurate with the global 
numbers.  As the national economy which is (about) the thirteenth largest in the 
world, (1.7% of global GDP, about $US1.1 trillion gross GDP) (Austrade, 2017; 
Australian Bureau of Statistics (ABS) 2017a), we might safely assume that in 
                                                      
4 Calculated mean of Information, Media and Telecommunications; Financial and Insurance 
Services; Administrative and Support Services 
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Australian industry there are many Australian employees, and affected 
employees from other countries, involved in the network organisation 
phenomenon. A rough calculation for such a number within Australia would be 
85,000 employees (1.7% of the global five million). The Australian Bureau of 
Statistics (ABSb, 2017) reports that about 35% of all Australian businesses 
(including Small to Medium Enterprises) are engaged in some form of 
outsourcing, suggesting that the scale of the network organisation phenomenon 
is substantial. In summary, this question concerns a great many people working in 
organisations that choose to outsource part of their operations, including those 
employing the multi-outsourced network organisation model. 
 
2.3 Constructs of ‘Organisation’  
Another part of the problem being addressed is the universal concept of ‘the 
organisation.’ Within an abundance of literature of learning in organisations, 
what is meant by ‘the organisation’ involves assumptions.  Having a network 
organisation focus as I have searched literature for this thesis, it has been striking 
that when canvassing matters of ‘the organisation’ it is rare that authors define 
what is meant by the term.  Definitions often include the word organisation, such 
as Armstrong’s (2006) ‘organisational effectiveness’ (p. 8), ‘an organisation’s 
success’ (p. 31), ‘organisational capital’ (p.34), and ‘organisational performance’ 
(p.40), with some definition or universal construct of ‘organisation’ assumed to 
help establish other concepts. 
 
Definitions of organisation include those offered by Burns (1974) and Jepperson 
and Meyer (1991). When considering network organisations, these definitions can 
indicate the difficulties associated with common constructs of organisation and 
why a construct of network organisation can be problematic and even 
disorienting within the workplace learning discourse. 
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Burns (1974) defines an organisation as ‘an assembly of human resources 
equipped and directed according to rational principles as instruments for use in 
achieving specified ends’ (p. 152). If Burns’ definition is accepted, the word 
‘assembly’ is of interest: it may be assumed by authors using the term 
‘organisation’ that those human resources are assembled within one enterprise 
with a single hierarchy. Perhaps those using the word ‘organisation’ have 
assumed that this notion of assembly exists. It is not the case for network 
organisations as the assembly of human resources for a given activity might 
include members who are not identifiable by the core organisation and other 
members of the network: multiple vendors.  
 
If a construct of organisation follows this definition of Burns (1974, p. 152), other 
phrases in this definition also prompt questioning, especially ‘equipped and 
directed,’ as it may be assumed that the act of equipping and directing occurs 
from within the organisation that requires completion of the work activity. While 
outsourced vendor organisations might be providing services to a core client 
organisation, equipping the employees concerned with all of the needs is one of 
the very elements that are contested as to the degree of physical, social and 
personal equipment being provided by the vendor or the customer organisation. 
The term directed is equally contestable, as (again) one of the challenges facing 
those in network organisations is to identify whether it is the core or vendor 
organisation providing the direction for an employee of either entity for a piece 
of work at a point in time. 
 
Burns’ (1974, p. 152) definition also prompts questioning regarding the 
achievement of specified ends. Again, one of the quandaries for those working in 
network organisation settings is to identify what these ‘ends’ are, as the degree 
of specification and separation of duties for both core and supplier organisations 
is a source of conflict in the execution of their duties. This theme frequently 
recurs in later chapters. 
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An argument can be formed that an assumed inter-organisational construct 
applying Burns’ (1974) definition of organisation is problematic when applied to 
the network organisation. For this reason, a construct of organisation for an 
author or scholar might not recognise the presence of the network organisation: 
only members of the network (customers and vendors) are recognised as discrete 
organisations with intersecting functions and interests.    
 
Similarly problematic is an approach to the organisation as defined by Jepperson 
and Meyer (1991) who adopt a more institutional approach to a definition of 
organisation.  They write, 
Unlike classical social and economic theory, we do not see organisation as the 
natural product of private actors and interests. Rather, we see the actors, 
interests, and functions involved as publicly legitimated, as are the constructed 
organizations: modern organisation is a creature of public authority. - Jepperson 
and Meyer, 1991, p. 206 
There is an elegant simplicity to this approach as ‘publicly legitimated’ elements 
render a group an organisation. This might apply to any group with a legitimated 
statement of purpose, from a community club to the typical public or private 
corporate identity that is part of the network organisation.  The presence of legal 
agreements, usually contracts, legitimise the network. Prima facie, the network 
organisation is more readily identified using this construct. 
 
Problems arise when considering organisational boundaries. Legally, any number 
of organisations can form clusters or collectives, and formalise these with legal 
instruments. The issue for the concept of ‘network organisations’ emerges when 
considering boundaries. A recurring theme in this thesis is the difficulty 
experienced when employees need to identify who rightly performs and is 
responsible for various work tasks. An institutionally oriented, legalistic 
interpretation fails to address the issue. What appears in contracts does not 
equate to the work being performed. This very issue is at the nub of many others 
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addressed in this thesis. Constructs of ‘the organisation’ are part of the 
problematic nature of the study of learning in network organisations.  
 
Given these difficulties in dealing with ‘the organisation’ (noun), the construct 
that the organisation is a place where organising (the verb) occurs needs to be 
considered. We can then turn to authors who recognise organisations such as 
sites, however defined, that form places where the organisation of work occurs. 
Ivanko (2013) summarises this phenomenon in this way: that ‘the organisation of 
work can be defined as a conscious human activity linking and coordinating all the 
production agents to achieve the optimum result of the work’s work’ (p.1).  
Rather than ‘the organisation’ being a static hierarchy of ordered activity, the 
organisation can be identified by the fact that organising is taking place.     
 
And so this thesis adopts this activity-based  rather than boundary-based 
approach to the definition of ‘organisation.’ When the term network organisation 
is applied, the phenomenon of organising is being explored.  More important to 
the discussion is the problematic nature of the constructs of organisation that 
other scholars and readers might bring with them in an attempt to conceptualise 
working and learning in the network organisation. My own initial responses to the 
experience of participant interviews for this thesis included my participants, and 
my own cognitive dissonance when attempting to find meaning, which is 
discussed in Chapter Five. Consideration of constructs of the organisation 
addresses these issues for me, and hopefully for others considering matters like 
Learning in Network Organisations. 
 
2.4 Theoretical Framework 
Given the problems associated with identifying and studying phenomena in 
network organisations, a theoretical framework provides reference points for this 
thesis overall. Theory is about perspective; having a theoretical base from which 
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to experience and interpret phenomena makes it possible for the researcher to 
identify the perspective from which interpretations will be made. As discussed by 
Kelly (1970), ‘in essence a theory is simply a way of highlighting events so they 
may be viewed in some kind of perspective’ (p. 260). Theory assists in the process 
of experiencing, highlighting and interacting with the events that surround and 
involve us. 
 
A theoretical framework can serve conceptual understandings. D’Amour, Ferrada-
Videla, San Martin Rodriguez and Beaulieu (2005) define ‘a theoretical framework 
as a set of relationships that are understood to exist between various concepts. A 
theoretical framework must rely on a proven body of knowledge’ (p. 118). 
Chapter Four, Conceptual Framework, is informed by theory.  Piantanida and 
Garman (2009) refer to the researcher’s ‘conceptual insight that constitutes the 
researcher’s theoretic perspective of the phenomenon. And it is this theoretic 
perspective that constitutes the author’s original contribution to the discourses’ 
(p. 192). A goal for this thesis is to enlighten the phenomena under study with 
sufficient theoretical basis to render a robust conceptual engagement. A 
theoretical and conceptual approach to the research problem demands that my 
own stance, as discussed in Chapter Five, is based upon some initial theoretical 
understandings, what Piantanida and Garman (2009) refer to as ‘the concept of 
theoretical sensitivity to describe the wisdom that researchers bring to an inquiry’ 
(p. 59). The theoretical framework for this thesis, illustrated in Figure 2, frames 
this wisdom (Piantanida and Garman, 2009). 
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Figure 2. Theoretical Framework 
First, the framework is informed by my stance as a researcher, as discussed in 
Chapter One and argued in Chapter Five; my stance is deeply influenced by: For 
ontology, Hegel (1770-1831), Durkheim (1858-1917), Lewin (1945), Berger and 
Luckmann (1966), Archer (2004), Lyotard (1984), and Chia (1995); primarily social 
constructivist influences, overlaid with a post-modernist worldview that strives to 
include the legitimacy of each person's self; 
- For epistemology, Smythe et al (2007), Heidegger (1889-1976), Henriksson and 
Friesen (2012), and Van Manen (2006); influences which concern hermeneutic 
phenomenology; and 
-On human nature, Aristotle (384-322BC), Durkheim (1858-1917) (2016), Lewin 
(1890 - 1947) (1945), and van Manen (2006); influences that recognise the 
voluntary, complex and conflicted social being that is human. 
CTHEORETICAL FRAMEWORK 
STANCE METHODOLOGY 
EXPERIENCE 
INQUIRY 
REFLECTION 
MEANING 
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This stance combines with a methodology to inform and shape this thesis.  Again, 
as summarised in Chapter One and argued in Chapter Five, the methodology for 
this thesis is influenced by: 
-social constructivist 'theories that "create" knowledge,' with 'insights created by 
multiple accounts' (Huff, 2009, p.112); 
-post-modernist 'polyphonic, juxtaposed readings and writings (in a) chorus of 
narratives' (Huff, 2009, p.114)); and 
- 'play with varied perspectives' (Huff, 2009, p.114);   
- and importantly, to identify self-hood, ensuring 'a rescuable account of... self 
which can ...sustain the sociological enterprise' (Archer, 2009, p. 21). 
   
The outcome is a hermeneutic phenomenological approach to studies of 
experience (Friesen, 2012) involving social phenomena (Denzin and Lincoln, 
2008), reintegration, and accepting that all language is metaphor (van Manen, 
2006). These influences help form aspects of methodology for this thesis. 
 Stance and methodology combine to relate to experience, as ‘in 
phenomenological research the emphasis is always on the meaning of lived 
experience’ (van Manen, 2006, p. 62). Ultimately this thesis seeks meaningful 
insights. These insights ultimately emanate from experience, and hermeneutic 
phenomenology is concerned with experience and meanings (Henriksson and 
Friesen, 2012).  
 
Once an experience has been documented, steps are taken to inquire, the next 
component of this theoretical framework. The researcher’s role is to take 
interpretations of experience, and to use this as part of further experiential 
positioning for inquiry, enabling the explorative process to take new dimensions 
(Henriksson and Friesen 2012; van Manen 2006). This form of inquiry concerns 
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other theoretical accounts in the context of the phenomena under study and 
further considerations for the narrative under construction.  
 
The reflection component of this framework is founded upon the insight that 
‘reflective thinking is …more or less troublesome …it involves willingness to 
endure …mental unrest and disturbance …suspense is likely to be …painful,’ and it 
requires ‘a state of doubt and to carry on systematic and prolonged inquiry – 
these are the essentials of thinking’ (Dewey, 1991, p. 13). To gain deeper 
meanings from engagement with experience, the demands of a reflective process 
interact with experience and theory to enrich the narrative. As van Manen (2006) 
argues, ‘the purpose of phenomenological reflection is to try to grasp the 
essential meaning of something’ (p. 77). This aspect of the theoretical framework 
adds further perspective to the phenomena under study. 
 
As foreshadowed in van Manen’s (2006) purpose of reflection, the identification 
of meaning is a goal of this thesis. This meaning is distilled in the essences of 
Chapters Six, Seven, Eight and Nine, and themed in Chapters Ten and Eleven. 
Henriksson and Friesen (2012) are instructive on this matter, advising as follows:   
Meaning in this context is not a thing that is final and stable, but something that 
is continuously open to new insight and interpretation. Hermeneutic 
phenomenology is consequently the study of experience together with its 
meanings. Like hermeneutics, this type of phenomenology is open to revision 
and reinterpretation: it is about an openness to meaning and to possible 
experiences. – Henriksson and Friesen, 2012, p. 1 
 
This section has described the theoretical framework for this thesis, informing the 
conceptual framework and the intellectual endeavour represented by the various 
chapters. Ultimately, it is anticipated that the theoretical underpinnings of the 
thesis enable insights that are founded upon theoretical sensitivity and rigour; 
and also a degree of utility as this work has projected audiences including 
scholars and practitioners. Piantanida and Garman (2009) relate that ‘indicative 
of the dissertation’s utility is the extent to which the theoretic text helps others 
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to discern important nuances of an educational phenomenon that may have 
previously gone unnoticed’ (p. 195). Learning in network organisations is such a 
phenomenon.  
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Chapter Three  
Workplace Learning and Network Organisations: A literature 
review 
 
3.1   Introducing the Literature Review 
The topic of this thesis concerns human relationships, communication and 
learning in the context of the relatively recent phenomenon of network 
organisations.   This type of organisation has progressed from being ‘very new’ in 
the 1980s (see Miles and Snow 1986; Ekbia and Kling 2005; Antivachis and Angelis 
2007), to being a more widespread phenomenon in the early twenty-first century 
(Millmore, Lewis, Saunders, Thornhill and Morrow 2007).  This period is one in 
which interest in workplace learning has flourished (Karalis, 2010).  A diversity of 
literature and themes may be identified.  
 
This review explores the manner in which constructs of relationships, learning, 
and communication have evolved to the present (2017-18) from early in the 
period when the network organisation emerged as a significant change in 
organisational form, around 1980.  The first topic for review, relationships 
between people, represents a substantial theme for this thesis, and so the 
following section 3.2 provides an appraisal of relevant literature focusing on 
relationships and learning. The implications for network organisations, including 
their capacity to embrace concepts like these, are considered in this context. 
 
The frustrations of employees in network organisations have resonated 
throughout interviews and research deliberations for this thesis. This review 
posits that the expectations of both decision makers and team members for 
learning in the network are frequently unmet. It also posits that the cause of this 
deficiency is that expectations have been, and often continue to be, based upon 
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assumptions about learning processes and outcomes that do not coincide with 
relevant theories.  
 
Following literature concerning considerations of human relationships, Section 
3.3 appraises prominent learning theories c. 1980-2000 to explore the degree to 
which relevant organisations paid heed to these theories in that period. The 
possibility emerges that new forms of language accompanying the emergence of 
network organisations (for example, ‘knowledge transfer,’ see account 6.2) 
represented an avoidance of established principles of learning processes. These 
issues are pursued in the context of the period. 
 
A further perspective on this avoidance of established theory concerning learning 
processes by decision-makers in network organisations lies in a phenomenon that 
provided part of the genesis of this thesis. Workplace learning literature has 
typically failed to recognise the significance of the existence of the network 
organisation as a setting for learning that fundamentally differs from a 
conventional organisation.  A body of workplace learning literature accepting the 
network organisation phenomenon is starting to form in the late 2010s, more 
than thirty years beyond the 1980s when network organisations were becoming a 
significant part of the MNC landscape. While business and management literature 
has been recognising this new form of organisation, the adult and workplace 
learning literature appears to have largely ignored it. This review reflects a 
significant phenomenon: that the ‘learning’ part of organisational life within 
network organisations has not been well documented. This thesis is part of a 
quest to overcome this deficiency.    
 
Section 3.4 of this review explores literature addressing a new form of work 
concerning the emergence of the network organisation.  Business and 
management literature was documenting network organisation phenomena, 
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providing commentary on the changes of the day.  This part of the review puts 
the network organisation at the centre of the relationships-communication-
learning literature of the period, accentuating the importance of this increasingly 
predominant operating model for MNCs. 
 
Having established the historical background to the contemporary setting, section 
3.5 of the literature review turns to workplace learning literature of the early 
twenty-first century, providing further context to the degree to which network 
organisations were acting consistently with the theory of their period.  A search 
for references to network organisations and learning within them yields some 
evidence to support the view that more recently there has been some recognition 
that this form of organisation exists, and that its presence provides new meanings 
for adult and workplace learning theory. 
 
Given the changing nature of workplaces with the rapid uptake of ICTs in the 
period 2000-2017, section 3.6 then follows on the ‘New Digital Age,’ further 
informing our understandings of the significance of learning in network 
organisations which rely on these technologies for their existence. The chapter 
concludes with consideration of how the literature can inform both this research 
and our understandings for network organisations. 
 
3.2   Relationships and Learning 
The importance of interpersonal relationships to learning is well documented. 
Billett (2010, 2008) describes relationships in workplace pedagogic practices, and 
also in the context of learning through interdependencies. Carmeli and Gittell 
(2009) explore high-quality relationships, psychological safety and learning, 
canvassing the importance of concepts like mutual respect. Edmondson and Lei 
(2014) describe the history of the construct of psychological safety, an important 
facet of relationships and learning. Duhn, Fleer and Harrison (2016) contribute 
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the ‘Relational Agency Framework’ to the relationships and learning question, 
while  Ferris et al (2009) examine the critical role of successful relationships in 
learning, while also issuing a warning about problems that may arise when these 
relationships are not established. 
 
Billett (2010) frames relations within workplace in terms of practices, in that ‘the 
kinds of relations that occur in workplaces are a product of historical and cultural 
practices …which are shaped by the micro-social practices that occur in 
workplaces’ (p. 462).  Decision-makers adopting this tenet might expect that 
change in micro-social practices such as the move from a conventional to a 
network form of organisation would require an expectation that the ‘kinds of 
relations’ (or relationships) would be fundamentally different to their prior forms.   
 
Billett (2010) goes on to argue that reciprocity is integral to this situation. In the 
absence of reciprocity, engagement and learning are diminished. He points out 
that ‘…in considering the social basis of learning and knowing that arises inter-
psychologically, it is essential to understand the reciprocity in the relations 
between the social practices in which individuals engage and the kinds of 
engagement (and hence learning) that arise’ (Billett, 2010, p. 464). For network 
organisations, a knowledge of micro-social patterns and patterns of change, 
relationships and reciprocity would help foster an understanding of the process of 
working with partner organisations. The application of that knowledge might 
effect a different result to that experienced by the participants in this research. 
 
Billett’s (2008) contributions on relational agency are also relevant here.  His 2008 
study finds that ‘the dualities between the social and the personal were found to 
be more relational: dependent upon negotiations between the personal and the 
social. These negotiations were shaped by the kinds and degree of workplace 
affordances and individuals’ bases for conceptualising and constructing what was 
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afforded’ (Billett, 2008, p. 236). Relations between the individual, those in the 
workplace, and the individual’s prior experiences, blend to negotiate learning. 
Effective learning in network organisations will depend upon the quality of the 
development of those relations between what goes on in the work environment 
and, in turn, in the constructions of the individual. 
 
Carmeli and Gittell (2009) explore high quality relationships, psychological safety 
and learning from failures.   Their study ‘suggests that the theoretical lens of high-
quality relationships is important for understanding how relational coordination 
supports learning from failures by reducing participants’ fear of speaking out’ 
(Carmeli and Gittell, 2009, p. 722). This ‘speaking out’ is critical to organisational 
success. They examine three ‘relational dimensions of relational coordination—
shared goals, shared knowledge, and mutual respect’ which ‘foster psychological 
safety and thus enable organisational members to engage in learning from 
failures’ (Carmeli and Gittell, 2009, p. 710). Relational strength, psychological 
safety and learning from failures, all at the heart of organisational success, are 
factors that have been largely ignored in the derivation and enactment of the 
network organisation concept. The difficulties experienced by employees in these 
settings might well be expected in the context of Carmeli and Gittell’s (2009) 
work. 
 
Edmondson and Lei’s (2014) historical study of the ‘psychological safety’ 
construct advanced by Carmeli and Gittell (2009) is instructive to the question of 
relationships and learning during the study period for this thesis.  They 
summarise that ‘…extensive research suggests that psychological safety enables 
teams and organizations to learn …and perform,’ and that ‘psychological safety is 
fundamentally about reducing interpersonal risk, which necessarily accompanies 
uncertainty and change’ (Edmondson and Lei, 2014, p.24).  Establishing new 
network organisation partnerships would represent the types of uncertainties 
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and changes to which the authors refer. One might expect a network organisation 
to seek psychological safety for their employees and networked team members. 
 
Most significantly, the Edmonson and Lei (2014) study appraises the 
contemporary foci of knowledge economies and teamwork, which are central 
notions for network organisations. They point out that ‘psychological safety is a 
timely topic given the growth of knowledge economies and the rise of teamwork. 
Both of these trends have given rise to new work relationships in which 
employees are expected to integrate perspectives, share information and ideas, 
and collaborate to achieve shared goals’ (Edmonson and Lei, 2014, p.24). They 
suggest that psychological safety has become a theme for these times.  
 
The wide-ranging nature of the Edmonson and Lei (2014) article, spanning many 
studies across numerous industries and countries concludes that ‘the common 
findings across the large set of studies reviewed (especially at the group level) 
consistently support a relationship between psychological safety and learning’ 
(Edmonson and Lei, 2014, p. 37). Psychological safety, involving sound human 
relationships that promote learning, appears as a necessary basis to the effective 
development of the network organisation. 
 
Ferris et al (2009) explore successful relationships in learning, concentrating on 
dyadic (1:1) relations and the way in which they evolve.  They note that high-
quality connections have ‘significant implications for the achievement of both 
individual and organizational outcomes’ (Ferris et al, p. 1385).  Mapping the 
progression of these relationships, Ferris et al (2009) refer to four phases. 
 
First, Initial Interaction, wherein ‘economic exchanges are most common,’ 
especially if at least one party is part of the interaction as it is necessitated by 
‘instituted or managerial forces’ (Ferris et al, 2009, p. 1387). There may be 
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affective or attractiveness elements, however if these are not present, ‘an 
economic exchange will guide the relationship’ (Ferris et al, 2009, p. 1387). The 
main elements are therefore ‘instrumentality,’ ‘affect,’ (used interchangeably 
with ‘liking’ and ‘respect’) (Ferris et al, 2009, p. 1388). This first stage might be 
described as ‘getting along,’ and might be regarded as a minimum for functional 
relationships at work. 
 
Second, Development and Expansion of Roles of the Ferris et al (2009) model sees 
instrumentality, affect and respect complemented with high importance of the 
element of ‘trust,’ and elements of ‘support’ (p. 1388). This second stage sees 
more voluntary engagement with either party for greater effectiveness. 
 
Stage Three of the dyadic relationship model, Expansion and Commitment,  has 
‘affect’ having an even higher importance, with instrumentality at a lower level 
and the additional element of a degree of ‘flexibility’ (Ferris et al, 2009, p. 1388). 
In this phase, the members of the relationship have sufficient familiarity with 
each other to adapt beyond their former boundaries.     
 
Stage Four of the Ferris et al (2009) model, Increased Interpersonal Commitment, 
sees ‘instrumentality’ at a lower level of importance than at previous levels, and 
the addition of ‘loyalty’ at the highest level of importance (p. 1388). At this stage 
the members of the relationship extend their mutual bond to assign higher 
significance to the other person. 
 
The picture that emerges of relationships and learning from these authors is that 
the stronger the relationship, the stronger the potential for learning to occur. The 
workplace context is fertile ground for this development of this type. All 
organisations, including network organisations, might aspire to the desired levels 
of reciprocity (Billet, 2010), relational agency (Billett, 2008), high quality 
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relationships (Carmeli and Gittell, 2009), psychological safety (Carmeli and Gittell 
2009; Edmondson and Lei 2014), and high quality connections, trust and flexibility 
(Ferris et al, 2009) for organisational success. 
 
In the absence of these factors, what might be expected to occur? Low-quality 
connections can foster ‘incivility,’ with the potential to damage the people 
concerned and their organisations (Ferris et al, 2009, p. 1385).  Dyadic relations 
rely on a positive level of affect, whereas inadequate affect, that might amount to 
‘dislike …can interfere with both performance and well being’ (Ferris et al. 2009, 
p. 1395). Research participants in this study have not reported that decision-
makers in network organisations have been concerned with the level of ‘affect’ 
between inter-corporate team members. The result in many instances has been 
one of increasing disparity rather than affect. 
 
The role of relationships in learning is clear. The ability of people to connect, work 
together effectively, learn and progress both their own success and that of their 
organisation, is hampered when relationships are weak, or at worst negative. 
Relationships are integral to learning, and instead of using a discourse in these 
terms, network organisations from both the client and vendor side have adopted 
a different approach; from the experience of the research participants, an 
approach that all but avoids these very questions. 
 
3.3   Workplace Learning Literature of the Late 20th Century 
The late twentieth century saw great interest in workplace learning.   Researchers 
recognised that lifelong adult learning frequently centred on learners' 
experiences while in employment, while in parallel employers were increasingly 
embracing learning as central to the success of their organisations (Karalis, 2010, 
pp. 17-18).  This convergence of interest saw what Garrick (1998) referred to as a 
'rhetoric... (in which )… learning and work are inseparable, an effect being the 
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privileging of workplaces as sites of valid "education"' (p.38).    By the year 2000, 
learning and workplaces were accepted as having a worthwhile, mutual co-
existence. While this notion was challenged by Garrick and others, its prominence 
in the sphere of learning was pronounced.  
 
The late twentieth century literature applied many themes and constructs.   A 
basic framework for describing these themes can apply the focus of the theory to 
one of three levels:   first, those concerning organisationally oriented theories, 
second, the more interpersonally focused socially oriented theories, and third, 
learner oriented theories, focusing more on the learning processes of the 
individual learner.   A discussion of these three themes in the late twentieth 
century informs the debates that have arisen in twenty-first century workplace 
learning literature.     The ‘new digital world’ has been included as a fourth 
category within this section, reflecting the significance of ICTs to the late 
twentieth century for organisations and individual learners. 
 
First, organisationally oriented theories saw the widely adopted theme of 
‘organisational learning,’ including that of a 'learning organisation' (Senge, 1990), 
and an emphasis on transformational change in organisations (Limerick, Passfield 
and Cunnington, 1992).  The emergence of these two ideas was concurrent with 
increased interest globally in the workplace as a valid site of lifelong and 
credentialed learning. Interestingly, some have regarded organisationally 
oriented theories as those in which ‘the focus is not so much on the process of 
learning but more on conditions that may allow successful outcomes to flourish’ 
(Huysman, 1999, p.61).   
   
Senge (1990) described learning organisations as those wherein people continue 
to 'expand their capacity to create the results they truly desire, where new and 
expansive patterns of thinking are nurtured, …and where people are continually 
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learning how to learn together' (p. 1).  Senge’s (1990) model asserted that 
learning creates more learning. The organisational social setting was critical to 
and inseparable from both employee learning and organisational success, 
defining the 'learning organisation,' a phrase that has remained in the training 
and development vernacular.   In contemporary terms, a 'learning organisation' is 
generally regarded as an inherently 'good organisation.'  Senge’s (1990) work has 
stood the test of time as one of the most frequently referred to sets of theories 
from its origin to the mid-2010s. It is noteworthy that this term, by the early 
twenty-first century a cliché, does not arise in the interviews for this thesis. 
 
Limerick, Passfield and Cunnington (1992) also focused on organisational 
elements, describing change and development in an organisation over time as 
'long periods of stable structure (equilibrium) punctuated by short periods of 
intense change and reconfiguration' (p. 6). These rapidly changing environments 
provided for rapid increases in learning opportunity.   They described these short 
learning periods as opportunities for even more accelerated learning to take 
place than usually occurs in organisations.  This idea that the rate of learning 
varies with elements of organisational change has also retained currency 
throughout the twenty to thirty years in question. The degree to which the 
processes associated with the emergence of the network have prompted these 
peaks of learning during change may be relevant. The question might be less 
whether anything has been learned from the change, but rather what has been 
learned. This thesis finds that learning has occurred, but learning of a different 
nature to what might be expected; learning to be more resilient in the face of 
change appears to exceed learning about the work itself.    
 
Second, turning to socially oriented theories in this period, authors Poell et al 
(2000) referred to Learning Network Theory, while Billett (1996) wrote on 
‘situational learning.’ Mather, Simons, Harris, Guthrie, and Perkins (1997) wrote 
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on ‘action learning’ and ‘mentoring.’  All four of these concepts have borne 
considerable weight in the workplace learning discourse since then. 
 
Poell et al (2000) emphasised the social settings and dynamics that create 
learning activities and processes.  They stressed 'what happens between people 
as they interact socially, rather than what takes place within a person’s mind' 
(Poell et al, 2000, p. 34). The three main components of a learning network 
identified were the learning processes, learning structures and learning actors.    
These authors used social interactions that enabled these processes, structures 
and actors to define various forms of learning networks which they referred to as 
vertical, horizontal, external and liberal networks (Poell et al, 2000, p.35).   By 
being part of a learning network, an employee can become a more effective 
learner.   Again, notions of collaboration and human networks have continued to 
be often-cited elements of learning over the period being discussed. The degree 
to which collaborations of these types have emerged in network organisations 
becomes a theme for analysis for this thesis. 
 
Another socially-oriented theory introduced in the late twentieth century was 
'situational learning.' Billett (1996) posited that ‘learning cannot be understood 
without considering the social contribution to the mutually transforming process 
of appropriation’ (p.277).   Billett's focus on the physical and social setting in 
which situational learning occurs suggests that without a social contribution one 
cannot understand what learning is.   The embedded nature of other people in 
learning processes was identified as an element that is easily overlooked, in that 
all information beyond sensory experience is a human construct.  ‘Situational 
learning,’ like ‘the learning organisation,’ ‘organisational transformation’ and 
‘learning networks’ have retained popularity in the lexicon of workplace learning 
literature and practice over the period in which network organisations have 
evolved. The idea that interpersonal experience and cognition interact to enable 
learning informs the processes of this thesis. The role of situational learning in the 
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network organisation context is open to question, and forms part of the 
exploration of experiences in Chapters Six, Seven, Eight and Nine of this thesis. 
 
'Action learning' is another socially-oriented approach that gained currency in the 
1980s and 90s, focusing on the mix of social contact with active knowledge 
appropriation.   Action learning advocates, Mather et al (1997) (and also Karalis, 
2010) have  referred to methodologies centred on learners  that allowed 
flexibility, a mix of experience, practice, theory, reflection and structured contact 
with other learners, which had a much greater long-term impact on attitudes and 
behaviours than other approaches, especially when combined with mentoring. 
‘Action learning’ is another aspect of the twentieth century’s legacy to the 
present.     
 
Another socially oriented approach, ‘mentoring’ involves the pairing of a learner 
with a person who can help formulate and negotiate a learning process, and is 
highly regarded, especially in combination with action learning cycles (Mather et 
al, 1997, p. 26).   By learning from actions and discourse, 'action learners' are able 
to learn far more at work than they would without their strategies and their 
mentor. ‘Mentoring’ has assumed the status of ‘buzz-word’ in literature and 
practice. Again, the discussions held with research participants did not reveal 
either of these concepts, suggesting that while network organisations became 
increasingly apparent, learning theories of the time were not being applied. 
 
Organisationally oriented learning theories grew in abundance and popularity in 
the late twentieth century (Easterby-Smith and Araujo, 1999, p.1), to a degree 
where most observers, even from disciplines other than learning and education, 
might assume that many of these phrases used in discourse, and the concepts 
referred to by ‘experts,’ had always been used in the contexts described here. 
Many of the words are not new, most of the ideas set out to be recent, and many 
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of the concepts now bear the mantle of ‘mainstream.’ Socially oriented learning 
theories grew in abundance in the late twentieth century, and still reside deep in 
the curricula, knowledge and identities of workplace learning practitioners and 
researchers.  The discussion now turns to the third theme, individually oriented 
learning theories of the late twentieth century.   
 
Individual learner oriented theories were in the province of prominent authors 
including Kolb (1984), Boud and Pascoe (1978), Carr and Kemmis (1986), Kemmis 
and Fitzclarence (1986), Zuber-Skerritt (1992) and Munby et al (2003). These 
authors refer primarily to the nature of experience and how experiences are 
internalised, learned from and adapted to knowledge by the individual.   
 
Kolb's experiential learning theories were widely adopted in the late twentieth 
century.   Kolb's (1984) theory of experiential learning embraced dialectical 
thinking.   Kolb’s theory on adult experiential learning is explained in six 
statements:  
Learning is best conceived as a process, not in terms of outcomes; 
Learning is a continuous process grounded in experience; 
The process of learning requires the resolution of conflicts between dialectically 
opposed modes of adaptation to the world; 
Learning is a holistic (sic) process of adaptation to the world; 
Learning involves transactions between the person and the environment; and 
Learning is the process of creating knowledge. - Kolb, 1984, pp. 25-38 
 
While focusing on the individual and learning, Kolb (1984) had continued to 
connect the learning of the individual with the external environment.  Kolb (1984) 
also referred to wholistic theories of learning and knowledge acquisition as those 
that are integrative, combining '…experience, perception, cognition and 
behaviour (action)' (p.21).   By combining social interaction with experience and 
thought processes, a whole learning process evolves.    Application of experiential 
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adult learning approaches like those of Kolb (1984) does not appear in experience 
in network organisations of participants in this study. 
 
Many theorists did, and continue to, espouse the importance of the learner's 
existing knowledge and the connection of experiential learning approaches to 
that knowledge to add impetus to learning. Boud and Pascoe (1978) claimed that 
‘properly managed an experiential approach will put the learner into the role of 
an active inquirer, investigator and problem-solver’ (p. 6).   Their findings 
indicated a need to enable learners to 'learn better' through structured 
approaches to knowledge acquisition.  These ‘structured’ approaches became the 
mainstay of an abundance of workplace learning practice in the forthcoming 
three decades.      
 
Carr and Kemmis (1986) discuss the role of dialectical thinking in learning at 
length, describing it as a form of thinking ‘requiring reflection back and forth 
between elements like part and whole, knowledge and action, process and 
product, subject and object (pp. 36-37).’   The idea that individual learners, at 
work just as in formal and community education settings, involve themselves in 
personal dialectic approaches gained currency in this period, especially when 
accompanied by learner opportunities to test new knowledge in practical 
settings.  The degree to which this dialectical thinking was promoted or occurred 
in the settings described in this thesis is open to question. 
 
Kemmis and Fitzclarence (1986) wrote on similar themes, emphasising dialectical 
reasoning, whereby the learner ‘attempts to understand the dynamic, interactive, 
mutually-constitutive relationships between theory and practice, seeing theory 
and practice as socially constructed and historically developed,’ providing the 
social adjunct to the individual dialectic process (Kemmis and Fitzclarence, 1986, 
p. 55).    They argued that the dialectical dynamic aids learning.   Theory and 
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practice cannot be perceived as ‘one exclusively determining the other’ (Kemmis 
and Fitzclarence, 1986, p. 55). Notions of the learner as a dynamic part of the 
environment which in turn contributes to the individual learning process make for 
strong connections between learning, time and place. The environments in which 
the research participants for this study, in network organisations, do not appear 
to be conducive to these processes.  
 
During the late twentieth century individual learning theory also recognised the 
importance of the whole person and not only ideas of cognition and experience. 
Zuber-Skerritt (1992) defined wholistic theories as those that ‘do not consider 
parts of the learner’s system (eg behaviour, memory, speech acts, etc.) but the 
phenomena of learning in the person as a whole; they describe the phenomena 
as they appear in the person’s consciousness’ (p. 44). By including the whole 
person in the equation, Zuber-Skerritt (1992) embraces an approach to individual 
learner dynamic which interfaces with virtually all other human endeavor. 
 
Munby et al (2003) put the perspective that ‘dispositions- often described as 
values, attitudes and preferences- are thought to influence how an individual 
constructs knowledge’ (Munby et al, p. 96).   These are applied in the formation 
of  
metacognitive knowledge, which is thought to mirror …three forms of 
knowledge… 
1. Declarative or propositional knowledge of facts and concepts; 
2. Procedural or action knowledge of techniques and skills; 
3. Conditional or metacognitive knowledge, [comprising] knowledge of 
cognition and self-regulation of cognition. - Munby et al, p. 96 
 
The Munby discussion focuses on their view that metacognition can develop 
whilst one is learning routines; however this is dependent upon a situated 
approach, wherein ‘specific guided instruction is likely to be required to develop 
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deep conceptual understanding of knowledge that is opaque and hidden from 
novices’ (Munby et al, 2003, p. 97). Expertise has a role to play alongside 
metacognitive processes. 
 
Having discussed organisationally, socially and individually oriented theories, this 
review now turns to the literature of the period loosely defined as the ‘late 
twentieth century’ to discuss how the arrival of the ‘new digital world’ was 
addressed in the literature of the time. The definitions, phenomena and theories 
that emerged in the period were ‘setting the scene’ for contemporary 
considerations, especially as the types of technology being embraced represented 
new terrain for organisations and individual employees. 
 
The period saw the re-casting of Information Technologies (IT) as Information and 
Communication Technologies (ICTs), as they could apply for ‘a workplace that is 
distributed, connected, adaptable, flexible, services- and web-enabled, and 
moves seamlessly between space and cyberspace,’ and that this would be ‘a 
source of huge competitive advantage’ (Bell, Hayward, Tunick,  Morello, Murphy, 
and Young, 2002, p.6). This definition of an ICT-enabled workplace was very 
different to the ‘workplace with IT’ that had existed prior to the major change 
prompted by web-based and communication technologies in the late twentieth 
century. The implications were just being identified; commentators observed that 
this might become a technological revolution on a scale as momentous as any 
other change during the twentieth century. History has proven that this is the 
case, and perhaps in a way that was not foreseen: that inappropriate and over-
use of ICTs, especially email, has been more of a hindrance than an aid to 
workplace learning.   
  
Amongst the authors researching this period were Boreham and Lammont (2000) 
who described ICT impacts on people and work, Zuboff (1998) on computers and 
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communication, and Sproull and Kiesler (1991) on distance. The European 
Commission sponsored Dumort (2002) to explore relationships between data, 
people and other people. Amongst other critics of ICTs and their role in learning 
were Brabazon (2002) and Attwell, Boreham, Kamarainen, and Lammont (2002). 
 
Boreham and Lammont (2000) discussed impacts of ICTs as these technologies 
became more of an integrated reality, with implications for people and 
workplaces.   Their research, commissioned by the European Centre for the 
Development of Vocational Training (CEDEFOP), recognised ‘that economic 
success depends on the capacity of enterprises to create and exploit knowledge’ 
(Boreham and Lammont, 2000, p.8), with knowledge often transmitted and 
processed by ICTs.   ICTs were being recognised as effective vehicles for the 
conduct of knowledge-based work.  
 
The way in which ICTs could have varied impacts on work were starting to be 
recognised. The CEDEFOP study quoted Zuboff (1998) who regarded ‘computer 
technology as a revolutionary medium through which work is constructed, and 
through which either human self-realisation or human enslavement can be 
achieved’ (Boreham and Lammont, 2000, p. 25).   Towards the end of the 
twentieth century, it was being recognised that the ‘brave new digital world’ 
might have contrary and opposing effects on its populations. 
 
Like many, Zuboff declared that ‘learning is the new form of labour’ (Zuboff, 
1998, p. 395) in workplaces increasingly occupied by connected computers 
employing more skilled and knowledgeable workers, constantly exchanging 
information and learning from each other. The ‘new digital world’ was seen by 
some to offer boundless learning opportunities. 
 
50  
Returning to the Boreham and Lammont (2000) study, the possibility of new 
forms of work were emerging. They identified three new forms of work: telework, 
distributed workplaces, and the virtual organisation.   Teleworkers ‘are people 
who work from home’, the distributed workplace is one where companies 
‘disaggregate their operations’ for advantages of economy and increasing 
exposure to market forces and the virtual organisation is one that creates ‘a 
computer-networked social mechanism capable of bringing together people, 
capital and technologies to engage in a collective productive activity’ (Boreham 
and Lammont, 2000, pp. 18 - 22).   Organisations in this depersonalised world 
dependant on computer ICTs for communication were seen to have the ultimate 
in flexibility as ‘when the demand for the product or service declines, the 
organisation simply dissolves’ (Boreham and Lammont, 2000, p. 22).   Co-workers 
‘communicate by e-mail, telephone or videoconferencing, rather than face-to-
face’ (Boreham and Lammont, 2000, p. 23).   An image begins to emerge of 
alienated workers without direct human contact, engaged in an industry of 
evolving and dissolving enterprises. These foreshadowed developments imbue an 
interesting tone on what has emerged as such a dominant form of international 
organisation since: the ‘network organisation,’ perhaps a more fixed but equally 
changing enterprise than what was being foreseen in the Boreham and Lammont 
(2000) report.  It appears that the network organisation is the evolved form of the 
‘distributed organisation’ being foreseen by these authors. The quality and 
quantity of communication and learning in these settings, the topic of this thesis, 
bears out the phenomenon of alienation referred to by Boreham and Lammont 
(2000) as much as anything else. 
 
It is also noteworthy that Boreham and Lammont’s analysis distinguished two 
kinds of impact of ICT ‘or computerisation’, namely ‘automation’ and 
‘informatisation’. Computerisation ‘can automate (eg, computer programmes can 
direct the operations of machines, instead of the operator…) and it can informate 
(eg the computer can generate information for the operator, by capturing and 
displaying large amounts of data…)’   (Boreham and Lammont, p. 12, their 
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brackets).    Automation has one function: to replace human effort, whilst 
informatisation performs a dual function: to inform human effort (information to 
aid work), or to inform about human effort (information to report on work). 
Informatisation in its many forms was starting to be recognised as a concomitant 
to automation. It is noteworthy to reflect that ‘informatisation’ is now assumed 
or expected when automation occurs.  Implications emerge for privacy of the 
individual providing the information wittingly or unwittingly, and the integrity of 
the ‘informatiser’ as recipient of the information.  These issues are significant as 
those engaged with ICTs may not be aware of the nature and applications of the 
information being gathered by the ‘informatiser.’ This theme reappears in other 
chapters of this thesis as ‘informatisation’ has manifold impacts. Most ironically, 
email is identified in Section 7.9, Really make it a win-win, as a form of 
informatisation in itself, as it provides the exchange between the communicating 
parties in written form for others to read, which can have the effect of polarising 
rather than uniting those concerned. This phenomenon is discussed further in 
Chapter Ten. 
 
In the late twentieth century Sproull and Kiesler (1991) addressed styles of 
communication without face-to-face interaction, questioning the assumption that 
distance is something to be overcome, and that bringing data together brings 
unlimited access to people (Sproull and Kiesler, 1991, p. 116).    They observed 
that what created barriers to learning and knowledge was not distance, but 
rather that ‘same time, same place’ human interaction was being replaced with 
data representing human interaction. Put in practical terms, if the only way one 
communicates with others is by data, then the other party could be in the next 
room or in another country. Ideas of distance and closeness were being 
redefined, along with ICTs. Spatiality becomes a major theme for this thesis, and 
recurs in the comments made by research participants. 
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In the late twentieth century, the role that ICTs were playing in the learning 
process became topical.  The interface between ICTs and learning was the subject 
of an international research study commissioned by the European Commission in 
2000 (Dumort, 2002).  
 
When addressing ICT’s role in formal education, the report found that while 
‘…online and interactive content are gradually being recognised as one approach 
to enhancing the productivity of education,’ that approach does not succeed 
because   ‘…educational technologies are used in most cases to enhance rather 
than replace existing modes of small group teaching, they tend to add rather than 
reduce cost, which further limits their diffusion.’ (Dumort, 2002, p. 546-7).   
Dumort (2002) reported that ICTs were complementary and not a replacement 
for other forms of teaching because ‘…while current practices rely heavily on new 
information and communication technologies as delivery systems, they 
demonstrate far fewer innovations in pedagogy’ (p. 550), and ‘technology itself 
does not improve learning automatically, nor does technology alter the teaching 
process in fundamental ways’ (p. 551).   Using ICTs as substitutes or media for 
socio-cultural approaches had been ineffective, especially in contrast with some 
of the claims being made at the time.    
 
Brabazon (2002) criticised the role that ICTs were playing in Higher Education.  
She argued that effective application of computers and web-based learning for 
educators involved using it ‘as a tool but don’t use it as the only means of 
communication,’ to ‘maintain word-of-mouth explanations,’ pointing out that her 
own students ‘demand – alongside Internet-based materials’ face-to-face contact 
as ‘central to the course’ (Brabazon, 2002, p. 8).    Her criticisms also applied to 
attitudes that ICTs promote, for example ‘the idea of using a pen and paper to 
write their (students’) notes is not an option’ (Brabazon, 2002, p. 17) as students 
would rather receive printouts.   From a learning perspective, speed is put above 
the residual learning that would result from the dialogue between listening and 
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writing, theory and practice.   Learning activity results that ‘is not critical thinking: 
in fact …is not even thinking’ (Brabazon, 2002, p. 16.).   Brabazon confronted 
‘unfashionable’ truths such as that ‘computer technologies operate at their best 
when handling concrete ideas’ (Brabazon, 2002, p. 23.).    
 
Attwell, Boreham, Kamarainen, and Lammont (2002) pursued a line of reasoning 
that rendered ICT-based learning as not for all learners in all situations, 
concluding that ‘lifelong learning will involve only some of the citizens of the 
information society’ (Attwell et al, 2002, p. 113).   These authors asserted that 
many may be excluded from learning due to their over-occupation with ICTs, not 
necessarily their under-occupation with them. 
 
It therefore appears that in the late twentieth century, the question of the role 
being played by ICTs and digitisation in general was championed and debunked, 
with a wide range of views, criticisms and concerns in between these poles of 
opinion. What is doubtless is that ICTs were having an impact at the 
organisational, group and individual level. The nature of these impacts has proven 
to be profound. The voices of the critics were over-ridden by the rapid economic 
and social changes of the period.  The organisation quintessential to these 
changes, the network organisation, was busily embracing technologies whose 
uses often proved to impede rather than promote learning. 
 
To conclude the review of literature on workplace learning in the period in which 
network organisations evolved, it could be argued that the theories discussed 
above embraced the workplace as a valid place of learning in a way that was, at 
that stage, unique to the period. If we were to consider an organisation in the late 
twentieth century which experienced and embraced organisational, group and 
individual learning in an increasingly digitised environment, we might expect that 
its transition to becoming a network organisation impacted on that learning.  We 
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might also expect that the forms of learning encouraged in an organisation which 
has transformed from a ‘conventional’ to a ‘network’ organisation would differ 
from the theoretical basis that existed in the early stages of its transition.   This 
literature review now turns to the evolution of network organisations, prior to 
describing the prevailing literature circa 2010-15.   
 
3.4   Network Organisations 
Network organisations have become increasingly recognised as a form of 
organisation that is prevalent in industry since my workplace research 
commenced in the 1990s.    My research into the learning of individual employees 
has taken place in the setting of network organisations. The evolution of the 
network form of organisation from an exception to the commonplace has been 
rapid.   
 
The emergence of network organisations has been documented by Miles and 
Snow (1986), Akselsen (1999), Nohria and Ghoshal (1997), Schoemaker and 
Jonker (2005), Ekbia and Kling (2005), Antivachis and Angelis (2007), and 
Vashistha and Vashistha (2006).  During the study period c.1980-2017, these and 
other authors have documented what was seen to be a minor trend to a 
dominant form of organisation, especially (but not only) for MNCs.  
 
As early as 1986, Miles and Snow identified  
…a unique combination of strategy, structure, and management processes that 
we refer to as the dynamic network,' a 'new organisational form … forcing the 
development of new concepts and language. - Miles and Snow, 1986, p.62  
 
The 'dynamic network' described by Miles and Snow (1986) has the attributes of 
the network organisation, in that 'key business units—such as a design 
engineering group or prototype production team—will be autonomous building 
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blocks to be assembled, reassembled, and redeployed within and across 
organisational and national boundaries as product or service life cycles demand' 
(p.73).   Miles and Snow (1986) referred to the vertical disaggregation of the 
conventional enterprise to identify those components that can be broken down 
into functional work types that 'can in turn be sourced by different companies to 
create competitive advantage.   Typically the companies providing parts of the 
network would have functions such as designers, producers, suppliers, 
distributors and brokers' (Miles and Snow, 1986, pp.64-65).   Together, the 
companies demonstrate '"industry synergy" for competitive advantage' (Miles 
and Snow, 1986, p.64).   These concepts advanced by Miles and Snow have been 
reflected in the emergent experiences of numerous industries embracing the 
network organisation model since then. Miles and Snow’s (1986) ideas have 
remained significant for thirty years of the evolution of the network organisation 
as a prominent organisational paradigm.  
 
The ongoing currency of the concepts outlined by Miles and Snow is reflected in 
Akselsen's (1999) description of 'network-based organisations of work' and 
'network-based work arrangements' in which '…challenges arise …because the 
organisation(s) must relate to several and shifting actors which may be both 
geographically and organisationally dispersed.   Also, the relations are often of a 
temporary character' (Akselsen, 1999, p.78).   Akselsen (1999) outlines these 
challenges on both intra-organisational and inter-organisational terms as 
boundaries will vary over time and between work tasks.   By 1999 the network 
organisation was being seen as a reality of the time, and as Akselsen (1999) 
describes, one with inherent challenges.  
 
Nohria and Ghoshal's (1997) book, The Differentiated Network - Organising 
Multinational Corporations for Value Creation, describes knowledge creation as 
the (then) new raison d'etre for MNCs.   In their discussion, the model of an 
MNC's knowledge as one that flows typically from headquarters to national 
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subsidiary units is described as one that 'no longer represents sufficient 
competitive advantage' (Nohria and Ghoshal, 1997, p.1).   Rather, 'maximisation 
of innovative activity and knowledge creation has become an imperative 
organisational challenge for today's multinational firms,' and that 'as knowledge 
creation (as opposed to appropriation) becomes increasingly important …a 
hierarchical structure may be inferior as an organisational form' (Nohria and 
Ghoshal, 1997, pp. 2- 3).   Nohria and Ghoshal (1997) focused on 'what pulls 
organisations apart and what pulls them together' to arrive at their model of the 
'differentiated network' to describe work organisation in contemporary MNCs 
(p.4).    
 
Nohria and Ghoshal's (1997) book was particularly instructive as, for its time, it 
formed new definitions about organisations and made it clear that the 
'differentiated network' is more than an organisation with subsidiary 
organisations, and more than an organisation that happens to outsource parts of 
its work.   Their discussion sets out to build a model, and then points to the way in 
which the model clearly applies to many MNCs.   In many ways they appear to be 
the fore-runners in setting the parameters for thinking about and discussing 
network organisations.      
 
Nohria and Ghoshal (1997) applied 'contingency theory' as the 'overarching 
theoretical perspective' (p.6) for their conceptual re-alignment of the MNC.    
They arrived at the differentiated network model, which has four structural 
elements.   The first element concerns the size and complexity of members: each 
member unit can vary markedly from others and may themselves be 'large 
multidivisional organisations' (Nohria and Ghoshal, 1997, p.13).   The second 
structural element concerns the limited ability of a headquarters to direct and 
control subsidiaries due to the many varying external and internal forces (Nohria 
and Ghoshal, 1997, p.14). Third, the form of 'normative integration' or 
'socialisation' mechanisms that 'bind together the different organisational 
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components of the network' constitute a key element of the model (Nohria and 
Ghoshal, 1997, p.15).   The fourth element concerns communication flows and 
patterns, their 'density, frequency, content and structure,' which 'influence a 
variety of outcomes, including coordination costs, combinative capacity, intra-
organisational trust, and shared values' (Nohria and Ghoshal, 1997, p.15).    The 
prevalence of the network model of organisation in 1997 is strongly reinforced in 
the Nohria and Ghoshal (1997) perspective, as they draw on numerous MNC 
experiences.  
 
In a rapidly changing industrial landscape, it is noteworthy that the Nohria and 
Ghoshal original contribution of 1997 continues to be in print in 2018.  It may be 
that the passage of the decades will render their work a seminal one concerning 
the changing nature of organisations in this period. It is of particular note that 
their analysis places human elements at the forefront of considerations of what 
makes an organisation a differentiated network. This human aspect of Nohria and 
Ghoshal’s (1997) analysis is one that persists, and is worthy of further attention 
for research, such as this thesis some fifteen to twenty years later.     
 
Schoemaker and Jonker (2005) point out that the organisational network design 
that was created in the 1980s followed a  
breakthrough of ICT (Information and Communications Technology) …   in 
…service providing processes - certainly when this is done by teams - the service 
is created in the networks.   Good examples are consultancy firms, media 
companies and insurance companies.   …  In the services industry networks have 
become the leading organisational design. - Schoemaker and Jonker, 2005, 
p.507. 
Schoemaker and Jonker (2005) point to the dominance of network organisations 
in service industries with a heavy use of ICTs by the earlier first decade of the 
2000s.      
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Ekbia and Kling (2005) appraise the literature on network organisations, 
summarising that most frequently, emphasis is put upon 'interfirm cooperation, 
trust, voluntarism, intrafirm teamwork, empowerment, innovation, organisational 
flexibility, adaptability, decentralization, and, most often, ICT-enabled processes' 
(p. 155-156) as key elements in this form of organisation.   On the ICT aspect, in 
Ekbia and Kling's (2005) case study of resources, energy and investment company 
Enron, they report that 'many years after its ascendance, the up-to-date quality 
of Enron technology was still a point of envy for firms all over the world' (p.158).   
The distinction being made between an organisation as a 'network' rather than as 
a 'hierarchy' is enabled by the ICTs being applied: without ICTs, network 
organisations cannot exist.   This distinction is critical to the definition of the 
network organisation, as it identifies ICTs as an enabler, avoiding the potential 
inference that network organisation only lends itself to situations where ICT is the 
industry.   It is noteworthy that Ekbia and Kling's (2005) contribution has been 
recognised as central to the identification of 'network organisation' as a category 
of organisation, rather than as an aberration in the evolution of organisational 
theory, reflected in mainstream human resource management text-books (eg 
Millmore, Lewis, Saunders, Thornhill and Morrow, 2007).   
 
Antivachis and Angelis (2007) assess the emergence of the network organisation 
since the 1980s, and determine that a Darwinian process of selection led to the 
dominance of network organisations globally as they strived to achieve 'balance 
between stability and flexibility, specialisation and generalisation and 
centralisation and decentralisation' (p. 33).   The Antivachis and Angelis (2007) 
article arrives at a definition of the network organisation that focuses on 
specialisations through the value chain, whereby 'a network organisation 
facilitates the specialisation of a firm on those activities of the value chain that 
are pivotal to its competitive advantage' (p.44), enabling the firm to achieve 
economies of scale by using the complementarities of other firms to increase 
competitiveness through improved effectiveness and reduced costs.  Rather than 
carrying out the activities within the value chain internally, '… the value chain, 
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which cuts across the organisational boundaries, consists of links/network 
partners, each one of which has been purposely chosen to participate in the 
network, because of the value it adds' (Antivachis and Angelis, 2007, p.44).   Every 
firm in a network organisation contributes what it can do best, and 'greater 
specialisation allows every autonomous firm in the network to develop fully its 
core competencies, which leads to a greater match between expertise and 
specialised tasks' (Antivachis and Angelis, 2007, p.44).    
 
The Antivachis and Angelis analysis underpins the idea that the network 
organisation is here to stay, and their predictions that those not adopting the 
network form of organisation will struggle. In 2007, they suggested that more 
traditional notions regarding multinational organisations would be short-lived.  In 
2018 their predictions appear to bear weight, as the view of MNCs as human 
enterprises of monolithic proportions that are cumbersome and inflexible is 
becoming less relevant.   The more agile, flexible, ICT-connected network 
organisation is rendered the model of the future by these and other 
commentators (Jarvenpaa and Ives 1994; Aghina, Smet and Haywood 2014).     
 
Drawing on these discussions, the definition of the 'network organisation' can be 
identified in four statements: 
-various parts of the value- adding process are identified as core to an 
organisation 
-the organisation chooses to 'loosely couple' elements of the value chain that 
might be performed by other organisations more capable of efficiently executing 
those elements, rendering those organisations ‘vendors,’ ‘partners,’ or 'network 
members' 
-the principal form of communication employed between the member 
organisations is conducted using ICTs  
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-the functional roles and network memberships can be expected to change over 
time. 
   
The differences between a conventional organisation and a network organisation 
are therefore profound.   While it will be increasingly common for conventional 
organisations to emulate aspects of network organisations, at the two ends of the 
conventional-network continuum we find that conventional organisations 
replicate the ongoing social hierarchies of the societies in which they exist: 
leaders, small leadership groups, larger groups of those with power and 
authority, and a group of those who add value or deliver services.    Network 
organisations draw people from different organisations, structures and cultures 
to form temporary groups that add or deliver services.   The communications that 
result are therefore different, which suggests that the manner in which learning 
takes place is different.    This chapter now turns to more recent learning theory 
to explore further elements of learning in organisations prior to data exposition 
and interpretation which will follow in Chapters Six to Nine. 
 
3.5   Workplace Learning Literature of the Early 21st Century 
The early twenty-first century has seen a continuation of the high level of interest 
in workplace learning that characterised research, theory and practice in the 
previous two decades.  While the emphasis has changed, interest has continued 
to lie in organisational, social and individual aspects of learning. The progression 
of thinking in the realm of the ‘new digital world,’ especially as it relates to the 
workplace, is also noteworthy. 
 
First, the discussion considers contemporary workplace learning literature as it 
addresses organisational issues.  Discussion has turned to topics including 
organisational knowledge frameworks and the role of new employees (Karalis, 
2010), socialisation and onboarding (Johnson and Senges, 2010), the role of 
61  
everyday practice in engendering a practice memory in an organisation (Sheeres, 
Solomon, Boud and Rooney, 2010), and critical approaches to the learning 
organisation identifying power structures and problematic clashes of values 
(Parding and Abrahamsson, 2010).  The re-positioning of reflection from the 
individual to the organisational level is also pertinent (Boud, Cressey and 
Docherty, 2006). 
 
Karalis (2010) describes the formation of appropriate knowledge frameworks as 
central to an organisation's success, as 'the knowledge and practices that exist 
within the framework of an organisation seen as a community of practice can be 
acquired more efficiently and renewed whenever necessary' (p.19) where a 
framework is in place.    Karalis also challenges the notion that the knowledge 
assumed to be in place is the most valuable knowledge for the organisation, 
addressing 'how the organisation can best adapt to the ever-changing 
environmental conditions and challenges' (Karalis, 2010, p.19).   As notions of 
structure, hierarchy or motivation are entrenched over time and may not 
represent the ideal values of the community within the organisation, Karalis 
(2010) proposes that 'one must turn to the role that can be played by 
newcomers. Especially if equipped with skills in critical reflection, these 
newcomers are 'the ones who can change and renew the entrenched knowledge 
of the community at a faster rate' (Karalis, 2010, p.19) to promote organisational 
renewal.  The idea that new people can have a more important role to play in 
renewal and improvement than longer serving employees can have is noteworthy 
in Karalis' account.  The implication might be that a failure to recruit new 
employees might eventuate in a failure to renew and grow as an organisation.  
These concepts relate to this study in a profound way, in that network 
organisations by definition have work team memberships that are constantly 
changing. One of the critiques made by participants in this study is that the 
absence of frameworks like those described by Karalis has meant that rather than 
fostering renewal, changes in team membership have hampered productivity and 
learning. 
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Also focusing on the function the organisation plays in setting role adoption of 
new employees, Johnson and Senges (2010) refer to the widespread adoption of 
the concept of 'socialisation, whereby an individual acquires the attitudes, 
behaviours, and knowledge needed to successfully participate as a new 
organisational member' (pp. 180-181).   They refer to 'a cyclic and dynamic 
equilibrium between allowing new initiatives to emerge and grow on the one side 
and strategic grooming and structuring the learning opportunity landscape to 
maintain easy navigability and priorities on the other' (Johnson and Senges, 2010, 
p. 191).   The Johnson and Senges (2010) case study of a major ICT service 
provider emphasises that the critical aspect of success is the 'underlying 
organisational mindset' (p.191).   The strong inference of the Johnson and Senges 
(2010) discussion is that while ideas,  change and innovation are encouraged and 
fostered by new entrants to the workplace, the appropriate 'organisational 
mindset' is the keystone to employee and organisational success. Again, the term 
‘organisation’ is applied generically. While Johnson and Senge’s case study is of a 
global giant MNC, it is one of those ICT industry MNCs which has grown as a 
monolith organisation, albeit one with a relatively flat hierarchy, rather than as a 
network. A similar case study for a network organisation might expose quite 
different phenomena to their example. 
 
Continuing with the theme of how organisations propagate the learning of their 
employees, Sheeres et al (2010) arrive at the importance of a practice memory of 
the organisation when they examine safety learning in two Australian 
organisations.   Sheeres et al (2010) find that the organisation with the explicit 
mission of encouraging learning achieves lesser organisational learning outcomes 
than the one more focused on service delivery, where ‘learning was embedded as 
an accepted part of a necessary function of the organisation, and the discourse of 
workers reflected this’ (p.24).   They argue that the stronger learning orientation 
was because learning was 'accepted as a legitimate part of everyday work…    
(Learning) was integrated and valued in everyday work practices. It was not 
regarded as alien, as something that occurs in formal settings or as requiring 
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teachers or trainers or only articulated when managers were present' (Sheeres et 
al, 2010, p.24).    Making learning a part of everyday practice appears to 
complement an organisational mindset in the evolution of an organisationally 
positive learning environment. Platitudes about learning appear to have less 
traction than do every-day practices. For the network organisations of the 
participants in this study, neither the platitudes nor the mindset referred to by 
Sheeres et al (2010) prevail.   
 
Parding and Abrahamsson (2010) question the ' learning organisation' mantra of 
the late twentieth century, discussing some of the problematic aspects of 
knowledge acquisition, for example, 'discourses, power aspects, unplanned and 
unintentional learning at workplaces (and) learning gaps' (p.295). They discuss the 
hidden curriculum of workplace learning which can include the ongoing process 
of  'qualifying, selecting, adapting and shaping the attitudes of employees with 
regard to organisational culture, workplace tasks and occupational health 
conditions: this is sometimes a process that is on the verge of indoctrination and 
manipulation' (Parding and Abrahamsson, 2010, p. 295).   Divergence of values 
between those of an organisation and the professionals it employs can be 
problematic, as can clashes of values between participating occupations (Parding 
and Abrahamsson, 2010, pp. 301-302).   Parding and Abrahamsson (2010) argue 
that the values which should be used when deciding on 'how, when and where 
learning takes place' (p.301) by management can themselves inhibit the potential 
of employee learners to establish and learn in their own preferred learning 
conditions. Planned outcomes can be very different to real ones, as values and 
culture intertwine with designs that are not always successful at achieving the 
desired alignment between individual, group and organisational objectives.   This 
divergence between planned and actual outcomes appears to mark a theme in 
the questioning of twentieth century workplace learning wisdom, and recurs both 
in this review of the literature and the explorations of experience in Chapter Six. 
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In the book Productive Reflection at Work,  (Boud et al, 2006a) various authors 
contribute to an organisational approach to productive and collective reflection. 
They address 'productive reflection’, an 'essential element’ in the learning of and 
within organisations, which need to be increasingly embracing 'dynamic efficiency 
and effectiveness..., learning, competence development and innovation’ (Boud et 
al, 2006b, p.4). The book recognises the megatrends to globalisation and 
increased application of ICTs.  It also recognises increases in 'intensity, 
...complexity and unpredictability in the world of organisations' (Boud et al, 
2006b, p. 4).  While the text is wide-ranging, and based upon an international 
research program, the first and most apparent aspect in the context of this thesis 
is the use of the term 'the organisation,' and the term 'network' is applied only in 
the context of social networks or inter-organisational advice networks (Schenkel, 
2006,  pp. 74 - 76). Here lies another form of appraisal of learning in organisations 
without distinguishing reference to network organisations. Again, the literature 
has ignored the network organisation phenomenon, while network organisations 
have in turn ignored the literature.   
 
Given this (common) limitation of the book, Productive Reflection at Work 
provides a useful , twenty-first century advancement of reflective practice, which 
had previously been 'regarded as  a way of fostering learning through focusing on 
personal experience' (Boud, Cressey and Docherty, 2006, p.6).    The authors 
argue that with collective, productive reflection ‘the needs of production can be 
reconciled with the needs of employees to have satisfying engagement with their 
work’ (Boud, Cressey and Docherty, 2006, p.6). By engaging in collaborative 
reflection with fellow employees, individual and organisational learning might 
flourish, consistent with the needs of the dynamic organisation of the twenty-first 
century.   
 
It is of particular interest that across all of the literature referred to above, 
authors do not pause to define what is meant by ‘organisation.’ The emergence 
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of the network organisation is not being identified as a form of organisation that 
might influence the learning environment as it is assumed to be by these authors. 
The generic use of the word ‘organisation’ suggests that the special needs of 
network organisations might not have been recognised at the time. This theme is 
explored further as part of this literature review.         
 
Turning to the more socially oriented discussions of learning in workplaces, we 
find that authors have turned to topics including leadership (Bucic, Robinson and 
Ramburuth, 2010), emotional intelligence and team learning (Clarke, 2010), talk 
(Boud, Rooney and Solomon, 2009) and emergent learning (Armson and 
Whiteley, 2010).   Reflections and reviews of twentieth century theories are also 
noteworthy, including examinations of transformative learning (Gozawa, 2009).   
Authors have also turned to the cultural challenges that lie with globalisation 
(Varner and Beamer, 2008). 
 
Leadership is a focus for many authors concerned with social interactions and 
learning.  Bucic, Robinson and Ramburuth (2010) describe 'ambidextrous 
leadership' as the 'ideal managerial leadership approach' combining  
'transformational and transactional leadership styles,' providing a leader with 'the 
capability to select and engage situation-appropriate leadership behaviours while 
maintaining a positive flow-on to subordinate teams' (p.244) . The ambidextrous 
approach is effective for 'exhibiting positive leadership and encouraging learning 
among teams and within organizations’ (Bucic, Robinson and Ramburuth, 2010, 
p.244).   The importance of a flexible manager to the learning of those being 
managed takes precedence over a single management model, questioning much 
of the late twentieth century literature. This ambidextrousness is a newer 
concept that can be ascribed to the twenty-first century, however not to the 
majority of situations recorded in Chapters Six, Seven, Eight and Nine. 
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Just as teams and learning have had a stronger emphasis in recent years than 
previously, the role of 'emotional intelligence' in the workplace has also received 
considerable attention.   While the concept is not new, '“emotional intelligence” 
…has gained increasing currency in the literature as a new area of individual 
difference associated with a wide range of work-related behaviours'  (Clarke, 
2010, p. 126).   The Clarke discussion draws strong linkages between team 
learning, the emotions of work team members, and the ability of the team 
members to manage their own emotions and deal with the emotions of others.   
Clarke (2010) refers to 'the processing of emotional information,' and regards it 
as 'central to social modes of learning' such as learning in a work team (p.127).   
Clarke draws on  
…developments drawn from three key areas: 
(1) the recognition that social learning is in its nature a quintessentially 
emotional activity; 
(2) the role of emotion in metacognition and in developing an identity as a 
transformative learner; and 
(3) increasing evidence demonstrating relationships between emotional 
intelligence and social competence. - Clarke, 2010, p.127 
 
In a non-workplace context, it would appear obvious that learning in a group 
would have an emotional element.   Being 'at work' places more importance on 
the emotional context due to the impacts on the wider organisation of non-
learning, and so Clarke recommends 'training programs that seek to develop 
…emotional abilities in staff (that) may also prove helpful alongside other 
structured learning interventions within the workplace itself' (Clarke, p.140).  It 
appears that emotional development is more recently recommended as a topic 
for the workplace learning agenda, along with more conventional topics such as 
health, safety, legislation and enterprise policies.  Again, the idea of ‘the 
organisation’ continues to be a generic term. 
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Talk is often implied to be a learning experience in its own right.   Boud et al 
(2009) focus on interventions that are designed to promote informal learning 
through talk (p.325).  They point out that 'everyday learning (is)… embedded in 
relationships and it is through relationships that everyday learning occurs' (Boud, 
Rooney and Solomon, 2009, p.331).   The Boud et al (2009) study concludes that 
'once we start taking up every-day talk for purposes beyond its existing meanings 
and relationships, different meanings and relationships are constructed' (p.332).   
Interventions that start to govern and measure talk may start to break down the 
very relationships fostered by talk when it occurs organically.   Again, the setting 
in which the talk takes place is a generic ‘organisation’ setting. It is noteworthy 
that talk in the network organisation settings of Chapters Six, Seven, Eight and 
Nine does not broach more meaningful territory than it might; relationships are 
constructed with difficulty in irregular ways.  
 
Armson and Whiteley (2010) discuss complexity thinking at some length pointing 
to spontaneity, serendipity and emergence as central to complexity and learning.   
They point out that 'in traditional organisations, opportunities for learning are 
often envisaged as happening in organised learning situations, such as training 
programs and job-related training' (Armson and Whitely, 2010, p.422).   Their 
study reveals that to the contrary, 'opportunistic learning and the fielding of 
ideas' (p. 422) often characterises manager-employee communications and 
learning well outside the boundaries of training programs (Armson and Whitely, 
2010).   The extent of learning experienced in the workplace may be more an 
outcome of emergent, narrative and discursive processes in the 
manager/employee relationship than the learning that results from structured 
approaches (Armson and Whitely, 2010, p.422).  Their recommendations include 
that management training would benefit from the conduct of qualitative, 
narrative-based workplace research to better empower managers with the 
insights that often emerge from qualitative research. Again, the managers in 
these ‘dynamic’ organisations are just that: managers in traditional, hierarchical 
organisations that are ‘dynamic’; and presumably the employees are assumed to 
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be within the same single organisational hierarchy. Some elements of Armson 
and Whiteley’s (2010) complexity thinking theory are aligned with experiences in 
network organisations. There may be benefits of complexity thinking approaches 
that network organisations could seize upon were they to conduct training 
programs for their managers.        
 
Gozawa (2009) discusses transformative learning environments, challenging ideas 
that underpin design decisions by conducting a contemporary Jungian 'cultural 
complex'- based inquiry into the processes that often take place in structured 
adult learning environments.   Many transformative learning approaches employ 
'a pedagogy of dialogue, collaborative inquiry, and critical self-reflection that 
deepens understanding of lived experiences' (Gozawa, 2009, p. 114).  Gozawa 
(2009) makes distinctions between the group and individual learning that occurs, 
arguing that an 'invisible hand' can place controls on a group when intolerance 
emerges. For a situation such as an ambiguity of messages, a resulting 
'atmosphere of judgement' (p.131) and cultural misunderstandings inhibit the 
desired behaviours of  collaboration and openness (Gozawa, 2009).   Gozawa 
(2009) points out that in these situations, participants can 'contain their anger … 
but suppressed rage contaminates the learning environment,' (p. 131) and so the 
leader of the learning setting may have to draw out these feelings to progress the 
transformative learning of the individual learners (Gozawa, 2009).   The socially 
oriented methods built into many transformational learning interventions may 
require more diverse techniques for educators as a result, regardless of the form 
of organisation.  Again, the idea of ‘organisation’ continues to assume a given 
organisational form, and presumably a conventional one. 
 
Varner and Beamer (2012) address the cultural challenges that emerge in the 
practicalities of work in the global organisation, pointing out that 'changes in 
technology have facilitated the exchange of ideas, but they have also magnified 
the possibilities for cultural blunders’ (p. xiv).   With a variety of communication 
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channels available, the choice of the channel to use is also a cultural choice that 
further complicates the messages (Varner and Beamer, 2012).   The Varner and 
Beamer (2012) discussion advises that 'communication is about unarticulated 
meanings and the thinking behind the words – not just the words alone (p. xi).'  
The dominance of ICTs in network organisations renders this an even more 
problematic idea than it might be otherwise, and the question of ‘meaning’ 
emerges.   To further complicate the cultural perspective, cultural practice may 
determine whether one confronts the differences in the first place, as regional 
cultures vary in the degree of confrontation that is embraced or tolerated.   
Culture and communication are conceptually inseparable. While Varner and 
Beamer address varying forms of organisation, ‘solutions’ to these complications 
continue to be evasive. These ideas, and in particular, the sharing and 
transmission of ‘meaning,’ will help to inform the arguments presented in later 
chapters.    
 
To summarise the socially-oriented workplace literature in the contemporary 
setting, it would appear reasonable to suggest that much of the wisdom of the 
late twentieth century has been challenged, although much of the discourse 
continues to apply similar themes. The network organisation is just entering parts 
of the discussion, but is not overtly addressed in the literature.  By turning to 
more individually oriented learning theories, more substance might appear in the 
challenging of reigning workplace learning norms. 
 
A search of contemporary learning literature that addresses the individual’s role 
in learning, and the relationship between individual learners and their settings, 
appears to raise more contemporarily appealing themes than some of the 
literature previously discussed. These concern self-regulated learning (Milligan, 
Fontana, Littlejohn, and Margaryan, 2015), deliberate engagement (Poell and van 
Woerkom, 2010), individual learner identity (Billett, 2006), and concept-level 
learning (Jalonen, Ristimaki, Toivianen, Pulkkis and Lohtander, 2016). Most 
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significantly for this review, a conceptual author has provided a novel approach to 
framing individual learning, in the work of Hopwood (2014) which will be 
discussed in more detail after exploring the three other themes introduced 
above.  
 
Milligan et al (2015) examine ‘individual learning at work in the financial services 
industry’ (p.388). Their study focuses on self-regulated learning (SRL), exploring 
SRL practices and models.  They find that workers were self-regulating their 
learning. However, the workers’ SRL practices ‘were not delineated into discrete 
phases, as described in conventional SRL models. Informal, workplace learning 
seems more complex, with processes occurring simultaneously, rather than being 
phased’ (Milligan et al, 2015, p.389). The learning being experienced by these 
people is by nature ‘untidy’: it does not align with most theoretical constructs of 
SRL.    The authors emphasise the role of the individual learner with SRL practices: 
‘…by gaining a better understanding of their own capacity to self-regulate their 
learning, knowledge workers can assume full control of their own learning and 
development’ (Milligan et al, 2015, p.399). In an age of increased turbulence 
characteristic of the 2010s, the individual’s personal constructions and actions to 
engage with SRL over-ride more formalised concepts and practices. Milligan et al 
(2015) report that ‘effective learners will have a range of strategies, and will know 
when to use them, and when to change strategies if they prove ineffective in a 
given situation’ (p.398).  Practical, experience-driven adaptability is at the core of 
the SRL that Milligan et al report upon.   This construction of SRL might have more 
application to network organisations than some of the more formal, process-
oriented workplace learning interventions characteristic of the late twentieth 
century. The inherently flexible qualities of SRL appear to be adaptable to the 
network organisation concept, and will be addressed further in this thesis. 
 
Poell and van Woerkom (2010) discuss the role of the individual employee, 
especially in the context of the work and learning environment. They posit that 
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‘individual employees can more or less deliberately engage in activities to further 
their professional development’ (p. 227).   It is not entirely the task of the 
organisation to make these activities possible.  Given this aspect, they argue that 
Human Resource Development (HRD) practitioners need ‘to accept that 
workplace learning is largely the realm of employees and managers’ and that they 
need ‘a thorough understanding of the dynamics of learning and the workplace 
and how it might be supported’ (Poell and van Woerkom, 2010, p. 228). Such a 
dynamic situation could be beneficial to the network organisation. 
  
Prominent late twentieth century author Stephen Billett addresses the identity of 
the individual learner in his widely cited book published in 2006, Work, Change 
and Workers.   Billett (2006) refers to ‘the conscious process of engaging in 
activities and interactions,’ arguing that this process secures knowledge that ‘is 
not separable from changes to (the workers’) knowledge, that is, the process and 
outcome for individuals referred to as learning. This process is both shaped by, 
and in turn shapes, individual identities’ (Billett, 2006, p. 66). This argument 
posits that the role of personal identity integrates with the learned knowledge of 
the individual: learning and identity formation are inseparable.  
 
The Billet (2006) discussion argues that this role adopted by an individual 
‘identity’ feeds back into practice.   
Different bases exist for …encounters and what individuals construct. Therefore, 
how individuals engage in workplace tasks is central to the learning that occurs. 
This engagement is, at least, in part shaped by individuals’ identities. - Billett, 
2006, p. 69  
 
By ascribing ‘personal identity’ its proper place in the hierarchy of considerations 
for how learning takes place, the role of the individual to shape practice and 
consequent workplace change assumes greater importance. The Billett (2006) 
argument appears to align with the idea of agile, constantly changing network 
organisations that do not rely on many of the traditional, hierarchically oriented 
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vertical learning models of the previous century. Like Milligan et al’s (2015) work 
on SRL, Billett’s (2006) focus on learner identity provides for a sufficiently 
adaptable construct to apply equally in traditional or network organisations. 
 
Jalonen et al (2016) describe concept-level and operational learning, while 
criticising ‘an intra-organisational orientation to the optimization of the 
production process, which neglects the significance of networks in production 
activity’ (p.3). It is telling that their research points to the inadequacy of the 
workplace learning literature to adapt to a network model rather than a 
traditional hierarchical one. Their article is included in this ‘individually oriented 
learning theory’ section of the literature review due to the striking role played by 
individual actors in their research, and also the applicability of their ‘concept-level 
learning’ descriptor to individual or group learning.    
 
Jalonen et al’s (2016) study of two relatively young enterprises identifies the need 
for people to learn in networks to develop any type of production, consistent 
with the work of (2007).  Jalonen et al (2016) refer to the dialogic process of 
production and product concepts as ‘concept-level learning’ (p.5).  The manner in 
which this learning might occur is left open as a topic for further research.  The 
dialogic process of production and product concepts could be on an individual or 
shared basis. 
 
Jalonen et al (2016) propose ‘a practice-based and network-centred approach to 
production concepts. This means that we study how the logic of a production 
concept is manifested in daily work practices’ (Jalonen et al, 2016, p.37). They 
describe production and product concepts, and consider the tensions that appear 
between these two categories. 
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The Jalonen et al (2016) argument leads to the finding that ‘concept-level learning 
requires the articulation and analysis of production and product concepts’ (p. 46). 
Once these actions have been undertaken, concept-level learning can take place 
for organisations, groups and individuals. The authors also conclude that ‘many 
companies may still today lack competencies to address the tensions involved’ 
(Jalonen et al, 2016, p. 46). These ‘tensions’ are at the core of the problematic 
nature of communication and learning in network organisations.  Competence to 
deal with interpersonal and inter-organisational conflict might appear in some 
management oriented education and training, but, though these issues continue 
to pervade network organisations, attention to capabilities like these might 
contribute to increased organisational effectiveness.  It also appears that in 
network organisations such as those they are studying, product and production 
concepts are either assumed to be present, or perhaps have not surfaced as a 
need. 
 
Jalonen et al (2016) also describe their research methods, noting that network 
partners chose not to participate in the workshops, and that their research host 
companies did not choose to invite suppliers to participate.  The misalignment of 
expectations, culture and the reality of network organisations is profound. When 
tying this phenomenon to the individual, it is noteworthy that in these 
researchers’ contexts, decision-makers would prefer, rather than opening the 
‘conceptual doors’ to network members, to limit the degree of interaction 
between the organisational knowledge of the network members.  Control over 
suppliers appears to be more important than learning and improvement (Jalonen 
et al, 2016).  The learning potential of individual learners, be they ‘managers’ or 
‘team members,’ appears to be constrained by the ‘pre-network organisation’ 
mindset of the decision-makers in the management group who, as in most 
traditional organisations, choose ‘who will participate’ and exclude networked 
members in favour of core organisation members. While it is refreshing to review 
contemporary literature that confronts the phenomenon of the network 
organisation, it is apparent that expectations and actions by decision-makers 
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represent traditional organisation mindsets to improvement and learning. This 
issue, the selective choice of where transparency and openness are appropriate 
and where confidentiality applies, resonates with my own experience which will 
be discussed further in Chapter Five. 
 
The discussion now turns to the work of Hopwood (2014), who identifies 
dimensions of workplace learning, oriented from the premise that ‘learning 
produces knowing that is for now, accommodating uncertainty and multiple 
forms of understanding that do not compete, but which can be held in parallel’ 
(p. 352). Hopwood’s (2014) conceptual paper explores ideas of ‘temporal, spatial, 
embodied and material textures as a vehicle for understanding connectedness 
in… action (and hence learning)’ (p. 352).   Hopwood’s assumption is that 
‘learning and practice are not temporally separable; rather learning is a feature of 
practice, and without practices, there can be no learning’ (Hopwood, 2014, 
p.352). 
 
Hopwood’s spatial, temporal, embodied and material ‘textures’ embrace the 
notion that ‘knowing is as much about changing realities as it is about 
understanding them’ (Hopwood, 2014, p. 352). These four dimensions constitute 
‘textures’ as they are interconnected and multi-dimensional, rather than each 
being two-dimensional concepts that fit snugly together. Hopwood (2014) offers 
a ‘“thick horizontal” framework in which none of the four dimensions has priority, 
and none is more or less local than the other’ (p.354). The ‘textures’ metaphor 
resonates of qualities such as adhesion and traction which are appropriate for the 
richness of these related dimensions. Hopwood’s four dimensions provide a 
soundly argued framework for analysis of workplace learning, largely due to their 
immediate significance to the learners. 
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Regarding temporality, Hopwood explains that the temporality dimension cannot 
be viewed as the external, linear, absolute conception of time embraced by clocks 
and calendars. Rather, time is contextualised as a dimension of human 
experience. ‘(We) must adopt a view of time as constructed or produced through 
practice; time as made; time as material; and time as times, plural… In this view, 
practices do not just take time, they make times. Times are social and material 
enactments’ (Hopwood, 2016, p. 355).    Hopwood cites that the tenses of time 
may occur together in what Shatzki (2006) describes as ‘activity time,’ in which 
‘past, present and future may occur together’ (p. 355) for the person engaged in 
the activity (Hopwood, 2016). 
 
On the question of spatiality Hopwood (2016) further elaborates the features of a 
practice-based approach. Hopwood (2016) argues that such an approach 
‘articulates the spatiality and the fabrication of knowledge, where spatiality refers 
to situatedness and fabrication to materiality…’ Hopwood (2016) assumes that 
‘spaces are socially and materially produced,’ (p. 356) as he draws upon Massey’s 
(2005) idea of space as a coming together of trajectories. The texture of spatiality 
in this regime provides a further connectedness of action which, like temporality, 
combines with other textures in this ‘thick horizontal framework.’  The ability of 
time and space to coincide, cling, overlap, revisit, depart and recur for the person 
engaged in practice adds to the appropriateness of these dimensions for 
Hopwood's conceptual framework for learning. 
 
The embodiment dimension is problematic, and Hopwood refers to 'the 
difficulties in fixing the boundaries of a human body and separating it from other 
features of the material world' (Hopwood, 2016, p.357).  Hopwood (2016) argues 
that without a body, there is 'no texture' (p.357). As time and space are not 
material, and a body is material, then 'embodiment' becomes a starting point for 
the interplay of these three parts of the framework.   
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Further, Hopwood's field work leads to a significance in the role of qualities such 
as proximity/distance, angle and associated issues of sensory interaction through 
sight, sound, smell, touch and taste (Hopwood, 2016).  Through embodiment, 
engagement of the senses in time and space provide for connectedness between 
the participants. Fundamentally bodies, for all their abstracted 'fuzziness' and 
problems, are material for the coincidence (or lack of it) of embodied beings in 
time and space. Bodies and their interactions are points of connectedness. 
 
Hopwood (2016) turns to that which is 'material' as a dimension and refers to 
'things' as a preferred word to describe what is being referred to in this context. 
Hopwood (2016) refers again to Schatzki (2005), who 'distinguishes between 
human bodies, organisms, artefacts and things, while post-humanist approaches 
resist any a priori separation between human and non-human, or material and 
other' (Hopwood, 2016, p. 358). If we start with questions of 'things,' we might 
'notice dimensions of connectedness in action that have not yet been 
foregrounded' (Hopwood, 2016, p.358).  In this discussion, 'things' have 
dimensions that assume importance in varying ways in space, time and with 
bodies. By looking at these latter three dimensions from the foreground of a thing 
(and Hopwood uses the example of a manually drawn chart which is referred to 
by participants in his fieldwork), then we might reveal aspects of connectedness 
that might otherwise be missed. This fourth dimension completes a thorough and 
intertwined way of viewing human experience. 
 
The ontology central to Hopwood's argument is derived from the idea that 
realities are formed, are changing, and plural: ‘Knowing is as much about 
changing realities as it is about understanding them' (Hopwood, 2016, p. 352). 
This ontology fits neatly with my own as it relates to my research question: the 
changing realities to which Hopwood (2016) refers comprise the stuff that forms 
the 'reality of knowing' for my research participants in their context. 
 
77  
Hopwood's discussion provides a compelling place for me to go in the search for a 
sufficiently malleable framework that might fit the shifting ground of network 
organisations. As even the majority of contemporary literature relies upon 
twentieth century ideas regarding workplace learning, a twenty-first century 
concurrence of learning and practice emerges.  Bodies and materials are 
inseparable parts of changing realities. Space and time in combination with 
bodies and things are what constitutes practice. We can explore the visible and 
invisible while embracing the idea that people are involved. The framework is 
'programmatic but not prescriptive' (Hopwood, 2016, p. 360).  Hopwood’s 
contribution is a salutary one for this thesis and establishes the structure for 
Chapters Six, Seven, Eight and Nine in which accounts of human experience are 
allocated one of Hopwood’s (2016) four ‘textures.’ 
 
3.6   Workplace Learning Literature and the ‘New Digital World’ 
This literature review now turns to contemporary literature on what we might call 
‘the new digital world,’ which has spawned network organisations and in turn the 
topic of this thesis. As literature of the late twentieth century concerning the 
‘new digital world’ concept was canvassed in Section 3.3, some of the key findings 
of the review earlier in this chapter will be compared and contrasted to 
interrogate what has altered in the literature of the period from c.1980 – 2018. 
 
The late twentieth century experienced a surge of thinking about what the digital 
age might present, and the more recent literature turns to what exists, and what 
might be done with it. The uptake of ICTs in industry has prompted extensive 
review, including the work on corporations of Filos (2006) on smart organisations, 
Kok (2010) on network learning and community, and Spector (2008) on choices 
and problem-solving in the digital era.  The emerging need for increasing process 
innovation is identified by Aghina, Smet and Haywood (2014).     
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Filos (2006) reports that ‘over the last decades, information and communication 
technologies (ICT) have been the enabling factor in organizational change and 
innovation…’ and that organisations ‘…strive to become agile and to operate 
profitably in an increasingly competitive environment of continuously and 
unpredictably changing markets’ (p.2). Filos (2006) distinguishes between the 
‘industrial age’ and the ‘digital age’ by making nine distinctions. 
1. In the industrial age organisations are ‘efficient,’ and hierarchical, while in the 
digital world they are ‘learning, and ‘internetworked.’  
2. In the industrial age organisations are based on assets which are ‘tangible,’ 
whereas in the digital age assets bases are both tangible and intangible. 
3. In the industrial age the economic environment is characterised by ‘certainty,’ 
with ‘very little change,’ whereas in the digital age the environment typically 
involves ‘uncertainty’ and is ‘highly dynamic.’ 
4. In the industrial age value is ‘based on “law of scarcity”’, whereas in the digital 
world it is ‘based on “law of abundance.”’  
5. The industrial age is characterised by ‘simple jobs, traditional skills,’ and in the 
digital, ‘complex jobs, e-skills.’ 
6. The industrial age operates in ‘mass production,’ whereas the digital age 
operates in ‘mass customisation.’    
7. Typically the industrial age produces ‘simple products and processes,’ whereas 
the digital age produces ‘value-added products and processes’ (adapted from 
Filos, 2006, p.2). 
 
Filos (2006) refers to ‘smart business organisations,’ which today see customers, 
suppliers, regulators, and even competitors as stakeholders who can make 
valuable contributions to their success’ (p.3). 
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Filos (2006) also refers to the conception of the term ‘smart organisation’ as 
follows: 
Within the European Commission’s research program Information Society 
Technologies (IST) (2002), the term “smart organisation” was coined for 
organisations that are knowledge-driven, internetworked, and dynamically 
adaptive to new organizational forms and practices, learning as well as agile in 
their ability to create and exploit the opportunities offered in the digital age. 
Smart organizations involve more than the capability of setting up and exploiting 
a digital infrastructure or the ability to enter into a virtual collaboration with 
other partner organizations. - Filos, 2006, p.5., referring to Filos and Banahan, 
2001b. 
 
To place a chronological perspective on Filos’ reflections on the findings of 
European Commission research, they appear to take the ‘learning’ organisation of 
the 1990s to its logical successor, the ‘smart’ organisation. This perspective leads 
to another issue relevant to this thesis. If a network organisation has been a 
‘learning organisation’ from its transition from the 1980s to the 2000s, then it 
might now be a ‘smart organisation,’ or it might not. This notion is highly relevant 
to this thesis, as the types of organisations canvassed by Filos (2006) might be 
characterised as the types of organisations in which my research participants are 
situated. 
 
Kok (2010) discusses organisational learning (OL) theories as they relate to the 
digital age. Her discussion draws upon existing related theories and definitions to 
arrive at a definition of organisational learning appropriate to the digital age, as a 
‘process of communication, collaboration and connectedness’ (p.55).  Kok (2010) 
argues that ‘a system of individuals, technology and organisational elements and 
…interactions’ of these three elements is key to rendering this process an 
effective one (p. 55). 
The Kok (2010) discussion expands on these three elements by describing: 
• individuals, whereby ‘human beings are the focal point of OL;’  
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• technology, which is ‘often the most visible part of OL, since it represents the 
tools that human beings use to do activities. Technology refers to physical 
systems or tools - machinery, tools, equipment, software programs, databases, 
and so on;’ and 
• organisation, which ‘refers to the formal managerial systems under which 
individuals function. For instance, communication channels, hierarchy of 
responsibilities and tasks, and other formal organisation manifestations’ (Kok, 
2010, p.55). 
 
Kok (2010) also addresses the idea of knowledge as a product of learning, 
pointing to definitions which are relevant to the digital age.  She refers to Rooney 
and Schneider (2005) in that  
Knowledge is not a unitary thing, but a complex network of facts, ideas, beliefs, 
memories and intuitions. Ideas need to be connected to other ideas to create 
meaning and to find answers to problems. So, organisational learning networks 
are not static as one‘s state of knowledge is constantly changing. - Kok, 2010, p. 
56. 
 
Kok emphasises that knowledge is characterised in a relevant community context 
(Kok, 2010, p.56). According to Kok (2010) the idea of ‘individual learning’ in the 
organisation that is characteristic of the new digital age becomes more oriented 
to community, rather than less than may have been the case in the industrial age. 
The complexities of the new digital world render learning and communication 
increasingly social and community phenomena.   The complexity of knowledge 
that is embraced by Kok’s (2010) argument is a significant factor for network 
organisations, and one that appears to have been largely ignored in the settings 
described in Chapter Six.  
 
Instructive for this thesis is the work of Spector (2008) who opens his argument 
with an historical perspective on technology’s role in learning during the period c. 
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1980 – 2008. The wisdom of hindsight starts to permeate discussion of ICTs in the 
discussion of the new digital age. Spector (2008) describes three overall eras in 
the application of technologies to learning.  
 
The first of these is the ‘replacement’ era, in which typical technologies were 
radio, programmed texts and television. The era was  
based on the notion of enthusiastically embracing a new technology and using it 
in place of an earlier technology or a human-centred activity (with a) …focus on 
using a new technology rather than on exploring how specific uses of a 
technology could be effectively linked with learning goals, activities and 
outcomes, and virtually no research on how a new technology had changed the 
learning situation in a fundamental way - Spector, 2008, p.24.  
 
This ‘replacement’ concept contributed to some departure from objectives for 
activity and learning in favour of a focus on the technologies themselves: Progress 
was increasingly identified as implicit in choices of technology, rather than being 
identified by a focus on purpose and process of learning. Spector (2008) is critical 
of this emphasis on technological choices over human activity. 
 
The second era is described by Spector (2008) as ‘the empirical era, because 
emphasis was placed on determining when and why particular uses of technology 
produced various outcomes’ (p.24). The choice of technologies to contribute to 
learning goals had become more deliberative as more blended and integrated 
approaches were in place, although some vestiges remained of the ‘replacement’ 
era (Spector, 2008, p.25). The focus turned from the choice of technological 
function to the deliberative process of choosing and blending approaches to 
contribute to preferred outcomes.  
 
The third era is one that Spector (2008) refers to as ‘the transformative era, 
because emphasis is being placed on the ways in which technology changes and 
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transforms what people do,’ with ‘anywhere anytime’ computing and a variety of 
technology choices to draw upon (p.25).  This reflective view that Spector takes 
aligns with the development phases of the network organisation through the late 
twentieth and early twenty-first centuries.  The emergence of ICTs as an agent of 
behavioural change, and not one of being primarily a tool, might represent a 
paradigm shift that may or may not have taken place in network organisations, 
especially those that contribute to the findings of this thesis. 
 
Spector’s (2008) discussion turns to problem-solving, a major focus of learning 
activity in any learning environment, and one which can be more or less 
perplexing depending on the nature of the problems and the processes used to 
approach them.  Spector describes challenging problems that are ‘wicked or ill-
structured, in the sense that they contain unknown and changing aspects’ 
(Spector, 2008, p. 253, his italics). Chapter Six of this thesis bears this out, as 
research participants find the need to problem-solve surpasses all others in 
complex work situations. The wicked problem becomes a way of working.  
 
Spector (2008) also describes problems that are ‘in the wild,’ where problems 
might be time-threatening or critical, with ‘serious time pressures and 
unanticipated constraints’ (p.254). He suggests that the three attributes to 
learning approaches that are needed in the ‘wicked and wild’ context are based 
on experience, collaboration and reflection (Spector, 2008, p. 254). Spector’s 
(2008) discussion leads to the need for thinking that is ‘systemic,’ and able to go 
beyond direct experience; and that there is a ‘process literacy’ required to tackle 
problems that may have ‘wicked’ or ‘wild’ aspects (p. 256). The article posits that 
many well-educated adults in positions of responsibility with regard to various 
complex, dynamic feedback systems have not been trained to think 
systemically…,nor have they been trained or supported in collaborative problem 
solving and problem modelling processes. - Spector, 2008, p.256 
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Spector also points out that ‘process illiteracy hampers experts and learners in 
efforts to achieve better outcomes in their decision making’ (Spector, 2008, 
p.256). Emerging skill needs in contemporary organisations that wish to prosper 
in the twenty-first century appear to challenge historical constructs of what it 
means to be ‘well-educated’ and in ‘positions of responsibility’ (Spector, 2008, 
p.256). 
 
Spector’s (2008) work is instructive in that his findings identify the very types of 
issues that confront network organisations.     Wicked and wild problems require 
a systemic approach to thinking, acting and problem solving. At times the 
research participants in this study work, solve problems and get results not in 
tandem with decision-makers’ processes, but in spite of them. A greater 
awareness of the types of thinking and acting described by Spector (2008) might 
provide for better decision-making in network organisations. 
 
Aghina, Smet and Haywood (2014) discuss in the industry press (McKinsey 
Quarterly) the need for process innovation and challenge, as  
for large, complex organizations, taking a clean-sheet approach to processes 
rather than automating existing ones as information technology advanced was a 
sensible step. But it was far from sufficient to ensure a smoothly humming, 
healthy organisation - Aghina, Smet and Haywood, 2014, p.3 
 
In their interpretation, process improvement has not kept pace with 
technological change. The choices made in the use of ICTs had not been 
accompanied by appropriate automation of existing processes. The false 
assumption appears to have been that new technology would replace the 
processes, suggesting a degree of ignorance of what process is.   This lack of 
understanding of ‘process’ underpinning poor decisions disregards the concept of 
‘process’ at even the most rudimentary level. The simple dictionary definition 
belies the idea that technology replaces process. The Oxford online dictionary 
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(2017) definition of process is ‘a series of actions or steps taken in order to 
achieve a particular end.’ Technological choices might alter or automate 
processes, and they rarely totally replace them. Process awareness, thinking and 
improvement remain as critical capabilities for complex organisations, especially 
network organisation MNCs. 
 
This McKinsey Quarterly article is instructive as it compares research findings 
across years and regions, identifying that generally, local companies perform 
better on multi-dimensional studies on organisational health than do trans-
national companies. The article finds that on ‘critical dimensions includ(ing) 
direction setting, coordination and control, innovation, and external orientation,’ 
global companies do not measure as highly as do local ones (Aghina, Smet and 
Haywood, p.4). The authors determine that there is ‘no substitute for fairly 
regular soul searching to adapt structures, people, and processes to create the 
most effective organizational designs,’ and that ‘the most important 
organisational structure, process, and people issues will continue to ebb and flow 
as the environment evolves and organizations respond’ (Aghina, Smet and 
Haywood, 2014, p.5). Their view of the ‘key strength’ is to have appropriate 
strategic goals, and to align processes and people with those goals. 
 
The Aghina, Smet and Haywood (2014) discussion leads to the point that 
technological change decisions have only led to organisational success and 
improvement when other decisions have been well considered and executed in 
locally appropriate ways that suit the global organisation and its various 
stakeholders. Again, rather than reducing human engagement, it appears that 
effective organisations in the new digital age seek to increase that engagement in 
multiple forms (Filos 2006; Kok 2010; Spector 2008; Aghina, Smet and Haywood 
2014).   Rather than reducing human challenges, the new digital world presents 
different styles of human challenges to those of the industrial age.   
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Drawing overall findings from this review of early twenty-first century workplace 
literature, a recent trend to meta-theorising about the post-industrial age 
becomes evident, as researchers attempt to generalise about what has, is, and 
will occur in the world of work as part of the major changes that have taken place 
over the period c.1980 – 2018.  ICTs have become more than tools to automate 
and communicate; their manifestations have become agents of change in a way 
that was not foreseen.  
 
The nature of the human experience of work has changed significantly due to the 
dominance of ICTs.    The emergence of the network organisation continues to be 
submerged, but more recently beneath a current of new language, referring to 
smart organisations; wicked and wild problems, challenges of process literacy and 
an implicit denial of the need for soul-searching.  
   
3.7   In Conclusion 
The late twentieth century saw a greatly increased interest in workplaces as sites 
of learning. Theories abounded on how this learning could be enhanced and 
harnessed.  While workplace learning literature flourished, it largely ignored 
network organisations. While network organisations flourished, their structures 
and processes clearly had a role in the learning of their employees, but the nature 
of this role continued to be largely unexplored. More recently, the focus of 
literature on learning has seen a perpetuation of the interest shown in previous 
decades, with a quest for further insights into the mega-trends in workplaces. To 
address the research question, the literature provides useful prompts and 
frameworks for further research, but provides little insight into how learning 
might occur for employees in network organisations. This phenomenon 
represents the gap in the literature that is addressed by the research question for 
this thesis. 
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These conclusions do not suggest that network organisations cannot learn from 
the literature. On the contrary, this study suggests that it is possible that the 
perspectives applied to mix sources of work activity amongst diverse specialist 
companies and work units have been typical of the earlier twentieth century. 
These perspectives are in the realm of the ‘industrial age’ described by Filos 
(2006, p.2), or the ‘replacement’ era described by Spector (2008, p. 24). In 
retrospect, the emergence of the network organisation has seen a series of 
changes that have borne the hallmarks of a bygone era. The literature on 
digitisation referred to above makes this clear. 
 
The literature that specifically addresses learning infers a more substantial issue: 
that network organisations have not been cognisant of learning literature of any 
age; rather the decisions contributing to this form of organisation embrace an ill-
informed view of what constitutes or contributes to learning. This phenomenon is 
mirrored in the failure of the learning literature of the time to address the global 
dominance of the network organisation model. 
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Chapter Four  
Conceptual Framework 
4.1   Introducing the Conceptual Framework 
This thesis is concerned with the manner in which learning occurs in network 
organisations, addressing the question 'What relationships might exist between 
the network organisation, various forms of communication, and the learning of 
employees in network organisations?' This chapter elaborates the outline of the 
conceptual framework introduced in Chapter One, explaining in greater detail the 
concepts that frame and propel this study. 
 
First, it must be emphasised that this framework is informed by the theoretical 
framework introduced in Chapter Two, which discusses the research problem. My 
stance as a researcher and the employed methodology are described in detail, 
and each are elaborated further in Chapter Five, Research Methodology and 
Design. Each of these components inter-relate to inform Chapters Six, Seven, 
Eight and Nine which explore and interpret the research data: the phenomena 
described in the interviews. 
 
The contextual framework is described in Figure Three, Conceptual Framework: 
Learning in Network Organisations. This thesis is situated in the realm of 
workplace and adult learning, and so the context for the concepts addressed lies 
with learning theory. Learning theory occupies the greater part of Chapter Three, 
the Literature Review. The settings for the phenomena being explored are those 
found in network organisations, which are also addressed in the literature review 
and contextualised in this conceptual framework. Concepts of structure and 
agency are then introduced as a framework for exploration of the phenomena 
being described in the experiences of the research participants. 
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The interpretive elements are then employed, as the themes of relationships, 
meaning-making and learning are developed. Further literature is then sought to 
extend and add meaning to interpretations. My own reflections add meaning to 
these elements. Findings are drawn from all of the components of the 
framework.  
 
Figure 3 
Conceptual Framework: Learning in Network Organisations 
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4.2   Context: Learning Theory and Network Organisations 
A sound conceptual starting point lies with literature relevant to the sphere under 
question, in this case that of learning. The literature review sets the scene for the 
rest of the thesis, consistent with aims that are expressed by Rowe (2014), who 
posits that ‘a literature review is not an unsurprising overview of the literature. It 
has to critically consolidate the existing literature on a given topic and be aligned 
with the research goals of the study’ (Rowe, 2014, p. 241). Formative to this study 
is that the theory being examined in the literature review spans not only the 
present context, but the historical context from the period when network 
organisations started to emerge (circa 1980) to the present. 
 
To review literature is more than an act to summarise and analyse. The literature 
review equips me as the author to pursue the study. As Kamler and Thomson 
(2006) argue, the literature review positions me as an ‘agent’ who uses and 
evaluates ‘the research of others, in order to make a place’ (p. 35) for my own 
work. The literature review for this thesis does just that: it makes a place for my 
research. A key finding of the literature review is that while decision-makers in 
network organisations might have been disinterested in learning theory, learning 
theorists may in turn have had a disinterest in network organisations. 
 
Review periods need to be appropriate to the phenomena under study, and this 
thesis argues that decisions made by network organisations over the 20-30 years 
of their evolution have been oblivious to the learning theories of their time, or for 
that matter learning theories that were well established prior to the network 
organisation phenomenon. Such an approach embraces Rowe’s (2014) comments 
related to the study period for a literature review. Rowe advises that ‘typical 
reviews cover a period of 10 years. But when a phenomenon or a fashion wave 
started much earlier, especially when no review has been published before…the 
review period …may cover 20 or 30 years’ (p. 247). The need to acknowledge the 
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literature of the period as an important contextual aid to the study of learning in 
network organisations has driven the choices made in the formation of the 
literature review. 
 
A critic might suggest that some of the sources cited in the literature review are 
dated (eg Boud and Pascoe 1978; Carr and Kemmis 1986; Kemmis and 
Fitzclarence 1986; Zuber-Skerritt 1992; Munby et al 2003; Senge 1990; Limerick, 
Passfield and Cunnington 1992; Billett 1996). Nonetheless these historical 
documents are salient, as the theories espoused within them were well 
established during the period of emergence of network organisations. This is 
telling when the mechanisms adopted by network organisations did not embrace 
prevalent, existing learning theory, and later failed to embrace newer theories as 
they arrived. As Rowe (2014) adds to his case, generally peer-reviewed journal 
articles are the main province of literature reviews, but ‘if the phenomenon is 
relatively new, or conversely history-related, drawing on books and dissertations 
might be fruitful’ (p. 247). Rowe’s approach to history is adopted here. This is 
particularly the case when some of the literature of the twentieth century has 
been adopted into the business vernacular of our time, as outlined in Chapter 
Three. 
 
4.3   Network Organisations and Structuration 
The next component of this framework comprises network organisations, 
structuration and agency. Network organisations form sites of structuration. The 
structures they create fundamentally differ from structures in conventional 
organisations, which are characterised by a single hierarchy and repeatable forces 
which shape experience in a manner characteristically unique to the cultures and 
practices of the one organisation. Network organisations, wittingly and 
unwittingly, create settings in which a variety of cultures and practices converge 
producing multiple new and unique structures, rules, resources and recursive 
processes that influence what occurs within them. The emergence of the network 
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organisation is profound given the complex structures associated with them in 
the past three decades.      
 
The role of structure or ‘structuration’ in this context resonates with these 
aspects of network organisations. At a conceptual level structuration is congruent 
with the methodological position of this thesis: hermeneutic phenomenology in a 
social constructivist, post-modern context. By dealing with structuration in the 
human context, the inadequacies of the objective/subjective dualism can be 
identified (Giddens, 1983). The notion of ‘object’ and ‘subject’ subverts rather 
than enhances phenomenological inquiry.  Friesen, Henrikkson, and Saevi (2012) 
remind us that ‘phenomenology (their italics) is the study of experience, 
particularly as it is lived and as it is structured through consciousness’ (p.1). 
Experience and consciousness are our sources of information and insight, rather 
than notions of object - subject inquiry. Expanding upon this, the ‘hermeneutics’ 
dimension deals with every person’s capacity for an ‘art and science of 
interpretation and thus also of meaning’ (Friesen, Henrikkson, and Saevi, 2012, 
p.1). Through its interaction with consciousness and meaning-making, 
structuration enhances hermeneutic phenomenology’s capacity to extract 
meaning from experience.  It is here that a touchpoint between this conceptual 
framework and the theoretical framework becomes salient. Concepts of structure 
and agency co-exist with and complement hermeneutic phenomenology.  
 
Giddens (1983) identifies structuration as ‘an attempt to transcend the 
subject/object dualism,’ consistent with this emphasis on experience and 
meaning-making (Giddens, 1983, p. 47). The Giddens (1983) analysis opens 
structuration to multiple approaches, as structuration ‘is approached from variant 
perspectives by hermeneutic phenomenology’ (Giddens, 1983, p. 47).  Structure 
in the context of structuration is therefore more a component of experience, 
meaning-making and change than the term ‘structure’ in other contexts, for 
example, in building or publications. ‘The most important aspects of structure are 
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rules and resources recursively involved in institutions’ (Giddens, 1984, p. 24). 
Recursiveness complements rules and resources, as ‘it is through …recursiveness 
that we can grasp the nature of social practices as in a continual process of 
production and reproduction’ (Giddens, 1983, p.41).  The examination of these 
phenomena within network organisations is an important aspect of later 
chapters. 
 
According to Giddens (1983), ‘to study the structuration of a social system is to 
study the ways in which that system, via the application of generative rules and 
resources, and in the context of unintended outcomes, is produced and 
reproduced in interaction’ (p. 66).  Network organisations establish social 
structures that render them institutions worthy of analysis, and Giddens (1983) 
also contends that ‘social systems are produced as transactions between agents, 
and can be analysed as such on the level of strategic conduct’ (p. 95). It is in this 
context that the foregoing analysis occurs, as ‘institutional analysis… brackets 
action, concentrating upon modalities as the media of the reproduction of social 
systems’ (Giddens, 1983, p. 95). The ways in which these structures, social 
systems and institutions have emerged have profoundly influenced participants in 
the systems concerned. Research participants in this study have provided rich 
accounts of relevant experiences in network organisations.  
 
A concern of this thesis is the role that structure and structuration play in 
influencing intentions and actions within network organisations. ‘Structure is not 
to be equated with constraint but is always both constraining and enabling’ 
(Giddens, 1984, p. 25). The degree to which structure constrains and enables 
action is a concern for Chapters Six, Seven, Eight and Nine. 
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4.4   Network Organisations and Agency 
It is through the agency of the research participants and others involved with 
network organisations that meaning has been established and communicated, 
and in turn some form of learning has occurred. Giddens (1983) describes agency 
in these terms: ‘”Action” or agency, as I use it …does not refer to a series of acts 
combined together, but a continuous flow of conduct’ (p. 55, his italics). This 
phenomenon is expressed in various terms by the research participants. 
 
Agency refers to capabilities of people. Giddens (1984) accentuates this 
perspective by arguing that ‘agency refers not to the intentions people have in 
doing things but to their capability of doing those things in the first place’ (p. 9). 
The concept of agency is possibly more contested than that of structuration. 
Eteläpelto, Vähäsantanen, Hökkä and Paloniemi’s (2013) review suggests that 
the concept of agency has mostly gained resonance in the absence of any explicit 
definition of its core meaning. This lack of clarity has led to confusion 
surrounding the whole concept; notions of agency have usually been loosely 
associated with active striving, taking initiatives, or having an influence on one’s 
own life situation. - Eteläpelto et al, 2013, p. 46 
 
The Eteläpelto et al (2013) discussion leads us closer to the notion that agency is 
about action in some dimension. Giddens (1984) elaborates on the concept of 
capabilities with the statement ‘agency refers to doing’ (p. 10). It is the agency of 
research participants and their colleagues that generates the accounts, narratives 
and reflections of later chapters. 
 
The hermeneutic phenomenological methodology of this thesis seeks to gain 
meaning from the extracts of the interviews with the research participants. The 
communication and learning that they experience are interwoven with meaning 
and agency. Billett (2010b) argues that ‘given that individuals play an active role 
in constructing meaning from what they encounter, their learning through and for 
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work is both shaped by and shapes their agency and intentionality’ (p. 53).  
Agency is found within, and influences, the structures of any organisation and the 
experiences within it. Correspondingly, various meanings are ascribed to those 
experiences. The disparity of those meanings concerns social and cultural factors 
in the nuances of the individuals concerned.  
 
So gaining meaning and learning in network organisations relies upon and is 
shaped by agency that transcends and invokes cultural elements. A socio-cultural 
perspective on agency relates that ‘what individuals believe, and how they think 
and act, is always shaped by historical and socio-cultural practices’ 
(Vähäsantanen, 2015, p. 3). These practices, their evolution and how meaning is 
elicited from them, are major concerns of this thesis.  These factors ultimately 
manifest themselves in the experience of individuals. Kahn, Qualter and Young 
(2012) argue that ‘cultural and structural factors shape both the concerns that 
individuals hold and the possibilities for action in relation to those concerns’ 
(Kahn, Qualter and Young, 2012, p.863). Agency is socio-cultural in nature. 
 
Vähäsantanen’s (2015) meta-analysis of a report concerning agency during 
change found ‘agency as falling on a continuum between two extremes, namely 
(i) weak, reserved, and maintainable, and (ii) strong, progressive, and 
transformative’ (p.10). The structural and agentic influences upon the individual 
and collective actors in this research play a role in determining where on this 
continuum agency is found in varying situations.     
 
4.5   Phenomena, Relationships, Meaning-making and Learning 
The conceptual framework now turns to the phenomena under study. Finlay 
(2012) describes phenomena in terms of lived situations, as ‘phenomenological 
research characteristically starts with concrete descriptions of lived situations, 
often first-person accounts, set down in everyday language and avoiding abstract 
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intellectual generalisations’ (p. 21). This thesis adopts Finlay’s characterisation as 
it has generated data in the participant interviews, and also because direct 
quotations form the basis of Chapters Six, Seven, Eight and Nine. As van Manen 
advises, ‘the “data” of human science research are human experiences’ (van 
Manen, 2006, p. 63). This study has at its foundation the capturing and 
interpretation of information about human experience. 
 
Hermeneutic phenomenology extends beyond experience. ‘In phenomenological 
research the emphasis is always on the meaning of lived experience’ (van Manen, 
2006, p. 62). Research participants and those they interact with are seeking 
meaning. A contention of this thesis is that people seek meaning, and that 
seeking connectedness is concomitant with the seeking of meaning. At the core 
of this process is the formation of relationships. 
 
Halgin, Gopalakrishnan and Borgatti (2015) discuss relationships, arguing that 
‘individuals have to form and maintain relationships with those they need to learn 
from and coordinate with’ (Halgin, Gopalakrishnan and Borgatti, 2015, p. 458). 
This is especially so in contemporary network-styled organisations. Consistent 
with the organisational settings for this study, Halgin, Gopalakrishnan and 
Borgatti (2015) also find that ‘work is increasingly done in a self-organised way 
that relies a great deal on individual initiative and implemented in a 
collaborated/negotiated fashion rather than through managerial fiat’ (p. 458). 
This self-organising aspect of relationship building is highly relevant to this study, 
as relationship building structures are not necessarily the focus of network 
organisations, as discussed elsewhere in this thesis.   
 
The inter-dependence of relationships, experience and learning is well 
documented, as Halgin, Gopalakrishnan and Borgatti (2015) also advise that  
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…work dependencies are shaped by the network of social relationships and the 
positions that individuals come to occupy in the network will influence their 
ability to efficiently locate expertise, exchange information, and coordinate 
efforts with others - in short, to do their jobs. - Halgin, Gopalakrishnan and 
Borgatti 2015, p. 459.  
 
The fundamental role of sound relationships to job expertise is becoming 
increasingly (not less) significant in our times.  
 
Fritz (2014) notes the importance of relationships in organisations, as in recent 
times increased attention has been given to ‘context and …the communicative 
constitution of organising (which has) resonated with dialectical and qualitative 
approaches to interpersonal communication focused on meaning and action as 
constitutive of relationships’ (Fritz, p. 462).  It is increasingly acknowledged that 
communication and relationship formation is fundamental to organisational life.  
 
More significantly, humans are social in nature, and will modify their practice to 
accommodate their social world. As Billett (2010b) relates, ‘The social world 
requires individuals’ agency to actively remake and transform its practices, while 
individuals need the social world to provide access to knowledge that is sourced 
in history, cultural practices …and manifested in particular instances of the 
practice of that work’ (p.52). The social world extends backward and forward 
through time. 
 
Yuan, Carboni and Ehrlich’s (2014) investigation found that ‘positive affective 
relationships shape the expertise-seeking process, and …negative affective 
relationships may influence similar outcomes differently and more strongly than 
positive affective relationships (p. 554), and ‘positive affective relationships are 
also more likely to adhere to a norm of reciprocity’ (Yuan, Carboni and Ehrlich p. 
557). Finding knowledge depends on the quality of relationships. Again, this 
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question is central to the goals of this thesis. Relationships are key to learning and 
meaning-making. 
 
Meaning-making occurs at the individual and group level. For an individual, 
‘…even the most apparently uniform social experience will be subject to 
interpretation, construal and construction’ (Billett, 2010b, p. 54). Each person 
adopts varied meanings from interactions. This concern and experience of the 
individual aligns with the goals of hermeneutic phenomenological inquiry, as 
‘phenomenology aims at gaining a deeper understanding of the nature or 
meaning of our everyday experiences’ (van Manen, 2006, p.9). This quest for 
meaning underpins efforts to encourage meaning-making at both the collection 
of the data (during the one-to-one interviews), and in subsequent interactions 
with the data (by myself, the researcher). Meaning-making is pursued from the 
act of data collection in the interviews to the conclusion of this thesis, as 
‘phenomenological researchers generally agree that our central concern is to 
return to embodied, experiential meanings’ (Finlay, 2012, p. 17). The quest for 
meaning is significant at many levels, including for this research, for the research 
participants, and for the interpretation of phenomenological information. The 
quest for meaning, as explicated by van Manen (2006) and Finlay (2012) 
permeates this thesis. 
 
Meaning-making in the group context is also salient, as ‘people, situated in 
communities, acting in both concert and conflict, and building on shared 
experience, make sense of cultural meanings and then act on those meanings’ 
(Fine and Hallett, 2014, p. 1775). Shared meanings become part of a culture. In 
later chapters, these shared meanings lead to the emergence of shared realities 
and cultures. Fine and Hallett (2014) also relate that ‘the local conditions in which 
…shared meanings are generated are crucial for understanding how larger 
communities are stabilized’ (Fine and Hallett, p. 1776). The relative presence or 
lack of these stabilities are a concern for this thesis as shared meanings are 
examined. 
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The means by which phenomena might relate to learning are also central to the 
research question, and is closely aligned to agency as ‘learning …is affected by the 
manner in which a learner employs his or her own personal powers’ (Kahn, 
Qualter and Young, p. 865). Participants have described what they have and have 
not learned, and how this has occurred. Learning can be an evasive concept, as 
‘learning has further been seen not merely as the individual’s active construction 
and generation of knowledge, but also as social participation involving the 
construction of identities in socio-culturally determined knowledge communities’ 
(Eteläpelto et al, 2013, p. 46). What is clear is that a focus on learning enables 
research participants to articulate what has been for them, ‘learning experience,’ 
again a notion closely aligned to the conduct of hermeneutic phenomenological 
research. 
 
Discourse, action and workplace affordances also impact on learning; structure 
and agency have a role to play in all of these aspects.  ‘In a similar way to spoken 
discourse, action can create agency and membership which are tied to learning’ 
(Paloniemi and Collin, 2012, p. 36). Phenomena interact to produce situations 
which are more or less conducive to learning. The question of ‘workplace 
affordances’ is raised by Billett (2010b), who identifies that ‘workplace 
affordances comprise the degree by which individuals are invited to participate in 
and learn through work practices’ (Billett, 2010b, p.57). The manner in which 
learning arises from experience will depend upon the structures and affordances 
of the situation, agencies of the learner, and the experiences which result.  
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4.6   Literature in the Context of Phenomena 
This conceptual framework then turns to literature, in a different context to the 
literature on workplace learning and network organisations of Chapter Three. As 
a researcher I seek further meaning beyond the extracts from interviews that are 
portrayed in the narratives of Chapters Six to Nine. Within the hermeneutic 
phenomenology constructs of van Manen (2006) lie the essential perspective that 
‘anything that presents itself to consciousness is potentially of interest to 
phenomenology’ (van Manen, 2006, p.9). By challenging and extending the data 
of each extract as it reaches consciousness, the accounts of participants are 
complemented with additional literature relevant to the experience being 
explored. 
 
In this sense the classically styled literature review of Chapter Three is replaced 
with considerations of ‘the work of others (which) turns into a conversational 
partnership’ that exceeds my own ‘interpretive achievements’ (van Manen, 2006, 
p. 76). The literature embedded in the accounts of experiences in later chapters 
establishes these ‘conversations.’ In this sense, rather than a ‘literature review,’ 
the literature called upon in forthcoming Chapters Six to Nine is more akin to 
what Huff (2009) might describe as ‘updating and seeking additional information 
in response to research’ (Huff 2009, p. 148). The additional information 
generated in this way is another part of hermeneutic phenomenological effort as 
‘phenomenology aims at gaining a deeper understanding of the nature or 
meaning of our everyday experiences’ (van Manen, 2006, p.9). Further literature 
adds meaning, especially when coupled with reflection.     
 
4.7   Reflections and Findings 
In Chapters Six, Seven, Eight and Nine, each account includes reflective comments 
that I make as the author of the account. ‘The purpose of phenomenological 
reflection is to try to grasp the meaning of something’ (van Manen, 2006, p. 77). 
By bringing my own perspectives to others’ experience and relevant literature, 
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the process of meaning-making is advanced. Insights are sought as part of this 
process, as van Manen (2006) further advises that ‘the insight into the essence of 
a phenomenon involves a process of reflectively appropriating, of clarifying, of 
making explicit the structure of meaning of the lived experience’ (van Manen, 
2006,  p. 77). 
 
van Manen’s (2006) approach to reflection is discussed by Sloan and Bowe (2014) 
in these terms: ‘Phenomenological reflection (and) ...reflection on lived 
experience is always recollective; it is reflection on experience that is already 
passed or lived through’ (p. 1297). As I experience further reading, my past and 
present experience, the hermeneutic phenomenological process. This process is 
pertinent to Sloan and Bowe’s further perspective on ‘reflexivity’, which ‘…is 
where the researcher uses empathy or relevant prior experience as an aid to data 
analysis and/or interpretation of meanings’ (Sloan and Bowe, 2014, p.1297). The 
quest for meaning-making continues through the construction of a narrative 
within each account. 
 
Piantanida and Garman (2002) discuss reflection as part of the overall process of 
learning and meaning-making, expressing their concern that ‘in some circles 
(reflection) has been trivialised to the point of cliché’ (p.62).  As part of scholarly 
discussion, reflection has become an unsteady part of the vernacular as it is 
ascribed various attributes in varied contexts. It is therefore significant that 
Piantanida and Garman (2002) discuss the relationship between reflection, 
experience and meaning, and arrive at the concept that ‘reconstructing the 
meaning of experience is the interpretive act at the heart of interpretive inquiry’ 
(p. 63). Reflection includes the act of reconstruction. Meaning-making is 
enhanced with reflection as reconstruction occurs. 
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Writing is both product and process of reflection as writing combines the past, 
present and the imagined. The importance of reflection to interpretation of 
experience and meaning-making is compelling for me as an author when 
considering that these processes occur and assume greater significance through 
the act of writing. It is for this reason that our hermeneutic processes remain 
both respectful and scholarly; as Henriksson and Saevi (2012) find, ‘as researchers 
we need to tread lightly both when we borrow other peoples’ lived experiences 
and when we set out to write and interpret these experiences’ (p. 67). The act of 
reflection is central to this process, and after some conjecture these authors ‘hold 
with van Manen (1997) …that writing is the method of coming to understand the 
meaning in lived experience’ (Henriksson and Saevi, 2012, p. 67). Authorship, 
including reflection, is evidence and output of the hermeneutic 
phenomenological researcher’s arrival at some form of meaning. 
 
The findings that arise at the culmination of these processes therefore do not 
stand alone. They represent generalisations, insights and the discovered 
meanings of all that has preceded them. Henriksson and Saevi (2012) maintain 
that ‘through language and writing we can hope to come to understand some 
aspect of life. Hermeneutic phenomenology is not just a matter of reporting 
research findings in the conventional way’ (Henriksson and Saevi, 2012, p. 73). 
Rather, the findings point to aspects of the writing that has preceded them that 
might lead to some form of ‘conclusions,’ which are ‘claims to knowledge, or 
assertions about what should or does happen in the social world’ (Huff, 2009, p. 
273). The thesis provides what Huff’s (2009) interviewee Mike Wallace refers to 
as the ‘warranting or backing of those claims,’ with ‘one or more kinds of 
evidence’ (p. 273). This thesis’ elements combine to this end.  
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Chapter Five  
Research Methodology and Design 
 
5.1   Introducing ‘Research Methodology and Design’ 
This section provides an overview of my methodology. The question, the research 
problem, my interest in the problem being studied in the thesis and the literature 
have been described in the earlier chapters. The research question for this thesis 
shall be addressed applying the concepts arrived at in this chapter. The question 
is, 'What relationships might exist between the network organisation, various 
forms of communication, and the learning of employees in network 
organisations?'  This chapter will incorporate these earlier sections into the 
overall methodology and approach taken in data analysis. 
 
The methodology for this thesis evolved in response to the phenomena under 
study.  All four interviews described a high degree of disconnectedness, 
dysfunction and frustration to a degree which evoked dissonance and confusion 
for the researcher.  The researcher’s response was to revisit the originally 
planned research steps to render them as inclusive and expansive as possible, to 
draw upon resources that related to the phenomena to help form meanings. 
 
Following this re-orientation to the question the research steps comprised: 
• Scoping and planning- accumulating sufficient background information to arrive 
at research questions, broad themes and questions for interviews 
• Initial literature review- for a general appraisal of relevant research literature, 
which informed the perspective that prior research of this nature was largely non-
existent 
• Formation of interview questions- to guide the semi-structured interviews 
103  
• Conduct of interviews- wherein in-depth discussion was recorded and notes 
taken.  The participants were asked to consider their working life from when they 
started working with network organisations to the present, and divide that period 
into ‘chapters’ that would provide a negotiable structure for interview phases. 
This step is expanded upon in section 5.4.1. 
• Interrogation of audio files- whereby Lamb’s (2004) ‘types of diversity of 
expression’ (p. 489) are sought in the participants’ recounted narratives to arrive 
at essences (van Manen, 2006) which may lead to deeper meaning-making. These 
are written as direct transcriptions, which provide a rough outline of each 
account.   The process of arriving at this approach and further detail appear in 
section 5.4.2. 
• Thematic categorisation – Where each of the essences discovered in the 
interview recordings are allocated to one of Hopwood’s (2014) workplace 
learning textures: the temporal, spatial, embodied or the material. This allocation 
of the twenty-seven accounts into Chapters Six, Seven, Eight and Nine provides 
the skeleton of these four chapters. This step in the process is described further 
in section 5.4.3. 
• Theoretical association – At this step the researcher uses the participants’ 
narratives as springboards to further inquiry and meaning-making, searching 
further literature that reflects or expands upon the participants’ experiences. This 
step is elaborated in section 5.4.4. 
 • Reflection and account formation – The researcher uses self as instrument at 
this stage, reflecting further upon what the participants have revealed to write 
further detils of each account  This becomes an iterative process cycling through 
this step and the previous four steps to arrive at each account in its written form. 
This step is described further in section 5.4.5. 
• Integration – All of the accounts are revisited to ensure a degree of consistency 
and cohesion, as described further in section 5.4.6. 
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Prior to expanding on methodology, problems associated with getting the 
research established will be described in a note regarding the difficulties 
experienced seeking access to research participants in section 5.2.  This note 
informs the research findings, as the phenomena associated with access is 
instructive when we consider network organisations and the setting in which they 
have evolved over the past 30-40 years. 
 
The positioning of myself, and the research, then follows in section 5.3, 
Positioning the Researcher and the Research. An emerging epistemological 
perspective of phenomenological hermeneutics has largely shaped this thesis.  
This section describes influences on my epistemological position: that knowledge 
is built from our own personal experience of phenomena and the interpretation 
of our own and others' experiences of phenomena. It then describes the way in 
which I adopt an empathetic position with my research participants. An 
empathetic position is congruent with my ontological interests, which might be 
summarised as social constructivist and post-modernist with a quest to include 
what is ‘human.’ These aspects of my stance combine to present a framework for 
the interrogation of the research data and exposition of the accounts that 
comprise most of Chapters Six, Seven, Eight and Nine. 
 
5.2   Getting Started: The Question of Access and Data 
An obstacle in the data analysis phase for this thesis was the difficulty 
experienced gaining access to research participants. The following vignette 
describes what occurred.  
* 
A Note on Gaining Access 
(based upon notes of the period, Chitty, 2011-13) 
Attempts at gaining access began in December 2011. A list of six managers in four 
organisations to approach was developed  with the objective of conducting 
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interviews with individual employees in three or four network organisations in 
the first half of 2012. 
 
Three of the managers provided referrals to other managers.  The other three did 
not respond to emails and telephone calls. A referral to a Melbourne-based 
network organisation was provided, to an Australian-based MNC of size and 
substance. The manager concerned and the researcher met over coffee and it 
was agreed that participants would be recruited in late January/early February 
2012. 
 
The next referral was a ‘Head of’ a Department in another MNC, an Australian 
operation partly owned and controlled by a giant European corporation. I was 
asked to get back in touch in early February.  This contact later withdrew an 
earlier undertaking to consider participation.   
 
The third referral referred me in turn to another contact, and once again to 
someone else. The manager was very co-operative. The intention was to get to 
work after she returned from an overseas trip in July 2012. She returned and after 
a complex process of authorisations through this very large MNC the relevant 
legal department approved the research. Notes of invitation went to over twenty 
participants. None of them volunteered to participate.   
 
Declined invitations to participate came from other managers, with the message 
usually being that everybody was too busy or there was restructuring in process.  
When the enthusiastic person who had met the resesarcher over coffee in late 
2011 was approached in early 2012, they said they had been retrenched and 
would not be able to help. 
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After sixteen months of trying to find research sites a different approach was 
adopted. Four individual participants for the research agreed to meet the 
researcher at a central location in their own time, after work. The research focus 
became more significantly the individual learner in network organisations. The 
interviews took place from June to August in 2013. They proved to be very 
informative. 
* 
The implications of such difficulty gaining access are intriguing.  The comments on 
access to network members for workshops and research made by Jalonen et al 
(2016) point to similar concerns as managers in one of their research sites chose 
to exclude network-member suppliers from participation. Therefore, included in 
the interrogation of research data is the idea of ‘confidentiality’ or ‘secrecy.’ The 
research participants cast further light on the idea that confidentiality might be a 
factor in the way in which people learn in network organisations.  
 
5.3   Positioning the Researcher and the Research 
5.3.1 Stance 
This section discusses the notion of ‘stance.’ First, the idea of a ‘stance’ is 
reflected in Piantanida and Garman’s (2009) discussion of educational theorist 
John Holt (1976). They decide that ‘we resonate with Holt’s contention that we 
learn by doing’ (Piantanida and Garman 2009, p.3). In this context I am ‘doing’ 
research, and believe that it is the doing that leads to learning and knowledge. 
‘Doing’ research is a form of ‘study,’ and the Piantanida and Garman (2009) 
discussion proceeds to discuss ‘study, (which) connotes a shift in stance' (p.3). 
They write that a 'stance of study' relates to a shift from '”Tell me what I need to 
know and do?” giving way to “what am I committed to understanding, and how 
do I engage with the world to pursue this commitment?”' (Piantanida and 
Garman, 2009, p.3). My actions to engage with the world need to be guided by 
107  
some understanding of how this engagement is achieved. My own stance 
consistent with Piantanida and Garman’s (2009) discussion is a starting point for 
such an engagement. 
 
The idea that the world in itself is a discrete entity to be engaged with presents 
the first quandary:  to describe how I, as a researcher, perceive the world in order 
to engage with it. Huff (2009) argues that ‘there are distinct (arguably 
incommensurate) perspectives on the nature of the world and what scholars can 
know about it’ (Huff 2009, p.124). The most influential ‘distinct perspectives’ on 
my thinking inform the ‘stance’ adopted for this thesis. 
 
5.3.2 Identifying a stance: Positive and negative criteria 
My approach to identifying my 'self-to-world' stance emerges through a process 
of elimination, as much as one of reasoned attraction to the stances of others.  
What I reasonably cannot accept or assume is equally as compelling as what I can 
reasonably accept or assume. I identify negative criteria for identifying influences 
on my stance, just as I identify positive criteria. This discussion will first consider 
influences on my stance that appear to be less aligned with those more 
consistent with my own, and then those that appear to be more relatively aligned 
with my own. 
 
The negative criteria I refer to in this discussion are those aspects of worldview 
that influence the stance of researchers that appear to have less affinity with my 
own.  To arrive at these criteria, the framework adopted by Burrell and Morgan 
(2005) presents subjectivist and objectivist end-points on a continuum. These 
axes concern the extremes of realism or nominalism as ontology; positivism or 
anti-positivism as epistemology; determinism or voluntarism as human nature; 
and nomothetic or ideographic approaches to methodology (Burrell and Morgan, 
2005, p.3). 
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5.3.3 Realism as a negative criterion  
The ontological concept of realism is the first negative criterion I chose to 
describe major influences on my stance.  The idea that the world is 'real', 
independent of 'labels,' is a 'realist' one, as described by Burrell and Morgan 
(2005) who chart realism at the objective end of their continuum, and nominalism 
at the subjective  end (Burrell and Morgan, 2005, p.3). The realist position that 
there is a ‘real world’ is a tempting one to consider when searching for a self-to-
world stance, as by definition it lends itself to structured analysis. The risk is that 
adopting such a stance, as with many others, I might have to 'assume that a 
scholarly community shares a basic sense of "what the world is like"' (Huff, 2009, 
p.110, referring to Kuhn, 1962).  I cannot pretend to assume that such consensus 
can be found in the scholarly community to which I am drawn.  The most likely 
reason for this lack of consensus between scholars might prevail because scholars 
are human beings.  
 
van Manen's (2006) expression of being a human being resonates when one 
considers the human being as researcher: 
The human being is a person who signifies - gives and derives meaning to and 
from the ‘things’ of the world.  In other words the ‘things’ of the world are 
meaningfully experienced, and on that basis the ‘things’ are then approached 
and dealt with - van Manen, 2006, p.14. 
         
van Manen's description of what it means to ‘be human’ embodies what it means 
to be a ‘scholar.’ As meaningful experiences will be interpreted and dealt with in 
different ways by different human scholars, the idea that a common view of 
‘what the world is like’ can be achieved amongst them would be, in the least, 
incongruent; and at most inconceivable.    By not just accepting, but embracing 
the concept that scholars are human beings, a realist worldview is a difficult one 
to sustain. On Burrell and Morgan's (2005) continuum, influences on my 
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ontological stance might appear to be closer to the nominalism extreme. It is here 
that a positive criterion for an ontological orientation towards nominalism 
emerges, which will be discussed as one of those positive criteria for discussion of 
influences on my stance later in this section. 
 
5.3.4 Positivism as a negative criterion 
If one negative criterion for arriving at influences on my self-to-world stance is 
realism, the role of realism's conceptual neighbour, positivism, is explored to aid 
this discussion.  Returning to Huff (2009), a positivist epistemology can be 
described as one where 'the world is orderly and can be reduced to elementary 
concepts and rules. Its nature can be described without "emotive" concepts' 
(Huff, 2009, p. 113). Denzin and Lincoln (2008) discuss the views of those they 
label as 'positivists' and describe those theoreticians as those who 'presume a 
stable, unchanging reality that can be studied using the empirical methods of 
objective social science' (Denzin and Lincoln, 2008, p.11). Typically positivists 
search for 'regularities and causal relationships' to 'explain and predict what 
happens in the social world' (Burrell and Morgan, 2005, p.5). These approaches 
reflect what happens in the physical and medical sciences, as 'reality is objective 
and "found"' (Lather, 2006, p.38). Methodologies frequently associated with 
positivism might typically include experimental approaches to verify hypotheses, 
and often apply quantitative methods (Aliyu, Bello, Kasim and Martin, 2014, p. 
81). The idea of 'objective measurement' misaligns when applied to the main 
focal points of my thesis, communication and learning, which are interactive 
rather than objective in nature.  Charmaz (2014) argues that 'interaction is 
interpretive' (p. 321). To interact we 'make sense of our situations,' and 'appraise 
what occurs in them' (Charmaz, 2014, p.321). My research's focus is to interpret, 
to appraise, and to make sense of human experience, as Charmaz argues, not to 
measure that experience in an objective manner. What I discover about 
communication and learning will fundamentally be interpretive in nature, and not 
a product of objective measurement.   
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Positivism has its detractors in the social sciences, as in some quarters the term is 
used like the label 'bourgeois' as more of a 'derogatory epiphet than a useful 
descriptive concept' (Giddens, 1974, p.1, cited in Burrell and Morgan, 2005, p.5).  
Arguments questioning the value of positivism in qualitative social research 
include the need to question 'an underlying assumption held that one could 
discover objective truths about the nature of things through careful 
measurement' (Piantanida and Garman, 2009, p. 48).  The very idea of 
measurement is central to 'quantitative method,' which 'draws inferences from 
the quantity or "number" of things' (Huff, 2009, p. 348), frequently applying 
hypotheses, testing, generalisation and statistical analysis (Huff, 2009, p.184). 
These methods often bear ideals such as objectivity, precision, rigour and 
neutrality, seeking verifiability and the discovery of causal laws (Huff, 2009, p. 
185). In order for these methods to be applied, there is a requirement on the 
researcher to locate that which is to be measured. When researching 
communication and especially learning in the workplace context, that which is to 
be 'measured' appears at minimum evasive.   
 
Charmaz (2014) argues that 'how we collect data shapes their content' (p. 33), 
and so what we choose to measure and how we go about it will play a role in 
determining the findings.  It is here that Huff (2009) guards against the risk of 
'unacknowledged subjectivity of definitions and procedures' (p.185).  By shaping 
the content of data and experiencing this unacknowledged subjectivity, the 
researcher, as part of a quest for explanation of a hypothesis, might be shaping 
the findings and inadvertently producing the very opposite phenomenon to what 
was originally sought: subjective, subconsciously shaped research findings that lay 
false claim to a positive finding.  On Burrell and Morgan's (2005) continuum, 
epistemological influences on my stance would appear to be closer to the anti-
positivist than positivist extremes; this leaning towards anti-positivism will be 
further explored when the discussion turns to the 'positive criteria' for influences 
on stance.   
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5.3.5 Determinism as a negative criterion 
Burrell and Morgan's (2005) framework refers next to the question of worldviews 
of human nature, with determinism at one end of their continuum and 
voluntarism at the other.  A 'deterministic' world-view is one where human 
activities are 'completely determined by the situation or "environment" in which 
the person is located' (Burrell and Morgan, 2005, p. 6). This 'environment' 
includes environments and conditions in a person's past (Berofsky, 1971). This is 
opposite to the voluntarist viewpoint wherein people are 'completely 
autonomous or free-willed' (Burrell and Morgan, 2005, p. 6). Some have said that 
'a determinist ...is one who believes that all events can be foreknown' (Berofsky, 
1971, p.9). The important distinction here lies in the expression 'can be 
foreknown,' which aids an interpretation that is not theistic, as many views on 
determinism through the ages have focused on theological considerations. A 
more contemporary view does not necessitate consideration of religious matters 
(Berofsky, 1971).  If an event can be foreknown by a human being, this is the case 
regardless of the presence of an omniscient, temporal deity.  
 
An absolute acceptance of determinism and absence of free will might render 
humans 'something like ...cogs within the inner workings of the machine that is 
our universe'  (Lemos, 2013, p. ix). As Lemos infers with this 'mechanistic' 
metaphor, determinism is epistemologically an objectifying worldview of human 
nature assuming that given certain conditions past and present, human beings  
are most likely to function and relate to the world in a foreknown manner.     In 
the 1940s, the work of Kurt Lewin over-turned much of this tenet with his 
descriptions of 'human systems,' which included 'variables that could not be 
controlled by traditional research methods developed in the physical sciences' 
(Coghlan and Brannick, 2003, p. 32). Lewin's fieldwork, often regarded as 
formative in the fields of social psychology and action research, found that 
'human systems could only be changed if one involved the members of the 
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system in the inquiry process itself' (Coghlan and Brannick, 2003, p. 32).  Lewin's 
approaches required that research did not simply exist to expand knowledge in a 
given field, but also to 'contribute to the flourishing of human persons and their 
communities' (Coghlan and Brannick, 2003, p.35). When considering Lewin's 
contribution in the more contemporary setting, the deterministic view that 
humans will function in an object-like pre-conceived manner might be more open 
to question since Lewin's work of the mid-twentieth century.  Another 
commentator on Lewin's work concluded that for Lewin, 'the human element 
always takes precedence over objective findings and theoretical formulations' 
(Schwartz, 1971, p. 184). The determinism or free-will question for a stance on 
human nature could be related to the functions and roles of humans in 
establishing meaning and understanding.   
 
The degree to which situational and voluntary factors account for the activities of 
humans involve assumptions regarding the relationship between humans and the 
societies in which they live (Burrell and Morgan 2005, p.6). Returning to van 
Manen (2006), the absolute objectification of human beings in a deterministic 
framework appears to be incommensurate with the assumption that 'the human 
being is seen and studied as a "person," in the full sense of that word, a person 
who is a flesh and blood sense-maker'  (van Manen, 2006, p.14). Like the 
underpinning concepts of Lewin's work, van Manen's stance on the primacy of 
whole persons veers closer to a voluntarist, rather than determinist, view of 
human nature. These arguments shall be re-visited in the context of positive 
criteria for an appraisal of influences on my stance as a researcher.   
5.3.6 Nomothetic methodology as a negative criterion 
Returning to the Burrell and Morgan (2005) framework for exploration of 
influences on my stance, they describe the continuum of nomothetic or 
ideographic approaches to methodology.  (Burrell and Morgan, 2005, p.3).  
Burrell and Morgan (2005) note that the ideographic method 'stresses the 
importance of letting one's subject unfold its nature and characteristics during 
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the process of investigation' (p.6), and the nomothetic places emphasis on 
'testing hypotheses in accordance with the canons of scientific rigour' (Burrell and 
Morgan, 2005, p.6). Critique of nomothetic approaches in theoretical literature 
forms another influence on my stance as I explore those approaches that may be 
'negative criteria' for deliberations on methodology. 
 
Huff (2009) summarises the main objective of nomothetic methodology as 'to 
stand back, be objective' (p. 109).  This 'standing back' might appear to be 
contrary to the previous discussion, wherein theorists like Lewin (Schwartz, 1971) 
and van Manen (2006) are more concerned about the whole human being.  As 
this discussion unfolds, the primacy of the whole human being becomes more 
central to my own formulations.   This research is for human beings (my readers), 
it is about human beings (my research participants), and it is also of a human 
being (myself, and my circle of influential researchers and scholars).  It does not 
‘stand back’ in the cause of some notion of objectivity.   
 
These influences on methodological positioning appear to be contrary to a 
nomothetic one, and they are salient to the disciplinary field for this research, 
learning and communication in an educational research context. At its core, an 
education viewpoint underlines the problematic nature of a nomothetic 
methodology.  Educator and educational philosopher Freire (2015, pp. 9-10) 
reminds us of the need to understand learners, and that events, works of art and 
actions 'are always wrapped in thick wrappers. They have been touched by 
manifold whys' (Freire, 2015, p. 10, his italics). Freire is 'more interested in 
understanding the process in and by which things come about than in the product 
itself' (Freire, 2015, p.10). Working through these 'wrappers' is an activity which is 
implicitly subjective in nature.  By contrast, an objectified approach would lend 
itself more to what Freire refers to as the 'product' rather than the 'process.' 
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The researcher seeking to find these 'whys' referred to by Freire needs to get 
close to participants, going through a process of empathising, listening and 
interpreting.  Burrell and Morgan (2005) refer to attributes of an ideographic 
approach which in contrast to nomothetic approaches stresses 'getting close to 
one's subject and exploring its details and life history' (p.6).  Distance has an 
affinity to nomothetics and an antipathy to ideographics. 
 
In the desirability of closeness, Josselson (1995) describes an empathetic stance, 
‘If we listen well, we will unearth what we did not expect.   This becomes the 
paradigm for discovery’ (p. 30). Rather than objectifying, an influential model for 
my research methodology is closer to an unwrapping, an unearthing, and a 
discovery, than it is to an objectified nomothetic stance.   To unwrap, unearth and 
discover, my research needs to get closer to, and not further back, from the 
participants providing me with data. 
 
A critic of these essentially 'human' forms of influence might argue that for 
purposes of verification, nomothetic approaches provide a relatively stronger 
position that stands up to the rigours of validation by third parties.   To cite the 
legal disciplines, 'eyewitness testimony from trustworthy observers has been 
seen as a particularly convincing form of verification' (Angrosino, 2008, p. 162). 
The nomothetically oriented detractor might accuse the ideographic researcher 
of unverifiable subjectivity; however it may be that 'the only thing ... (that a highly 
convincing narrative report) validates is the ethnographer's writing skill and not 
his or her observational capabilities’ (Angrosino, 2008, p. 163).  As with a 
positivist epistemology, a nomothetic methodology might be criticised because its 
very endeavours to establish rigour fall foul of its own processes to prove that a 
phenomenon has a basis in some form of objective reality. The inherent flaws in 
nomothetic approaches to educational research in the twenty first century, 
especially in the learning and communication context of this research, further 
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influence a positioning of this research and researcher closer to the ideographic 
than the nomothetic end of Burrell and Morgan's (2005) framework.  
* 
 
The above discussion has focused on those theoretical influences that draw 
positioning of this research away from objectivist approaches to social sciences 
and towards subjectivist viewpoints. In summary, theoretical influences on my 
positions do not incline towards: 
- realist ontology 
- positivist epistemology 
- a deterministic view of human nature, and 
- a nomothetic methodology (Burrell and Morgan, 2005, p. 3). 
 
The discussion now turns to criteria for theoretical material that influence my 
stance from which I relate to the world I research. The Burrell and Morgan (2005) 
framework is applied again, as the argument turns to nominalist ontology, anti-
positivist epistemology, a voluntarist view of human nature, and ideographic 
methodology.  By arriving at key influences on these, I can then position 
influences on my dialogic self to identify how I interpret, internalise and give 
expression to my relations with the external world, and lastly, to reconcile these 
outward and inward relationships in an overall position for myself, my 
pedagogical position, and my research.      
 
5.3.7 If not realism, an appraisal of nominalism 
On the question of ontology, the 'nominalist' label applied at the subjectivist end 
of the Burrell and Morgan (2005) continuum refers to one that 'revolves around 
the assumption that the social world external to individual cognition is made up 
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of nothing more than names, concepts and labels which are used to structure 
reality' (p. 4).  Strands of Western thought have emerged which support the 
proposition that one cannot admit to there being any greater reality than factors 
such as names, concepts and labels.   
 
Strands of philosophical and scholarly thought have seen an evolution of this 
'structured reality' which is formed by humans, as distinct from one that exists a 
priori independently of human involvement, are traced by many to German 
idealist philosopher Georg Wilhelm Friedrich Hegel (1770-1831), who wrote on 
the relationship between the conscious self and the external world. Hudson 
(2010) refers to Hegel's proposition that 'self-consciousness becomes aware of 
objects and desires to confirm its self-sufficient life' (Hudson, 2010, p.142). 
Hegel's argument might be summarized as follows:  a human self-consciousness 
must recognise another's self-consciousness, accommodate it into its own, and 
then separate or 'other' it again to form 'mutual recognition.'    This 'mutual 
recognition' might be identifiable as an intellectual origin of the premise that 
reality is constructed through interaction between human beings. 
 
While arguments like these have fallen in and out of favour with the intellectual 
fashions of human thought, the key premises have been advanced by other 
thinkers and authors since Hegel.  The late nineteenth and early twentieth 
century saw recognition of the work of Emile Durkheim (1858-1917), whose work 
Huff (2009, p. 113) recognises as an example of the progression of Hegel's 
thought.  Durkheim is associated with the concept of social facts, which he 
recognised as ‘states of the collective mind’ (Barberis, 2011).  He saw these facts 
as representations of 'actions, thoughts, and feelings,' which 'could not be 
confused with biological phenomena; but neither were they the province of 
psychology, for they existed outside the individual conscience' (Barberis, 2011). 
An influence which recognises the role of social settings as central to the 
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construction of knowledge is therefore traceable from the age of enlightenment 
to recent times. 
 
The role of social settings such as groups and communities in structuring and 
developing knowledge, and further variations to a nominalist worldview include 
the work of twentieth century and contemporary authors including Lewin (1945), 
Berger and Luckmann (1966), Archer (2004), Lyotard (1984), and Chia (1995).   
The influences that authors like these provide for me as a researcher present a 
variety rather than a progression of what we might call 'non-realist' forms of 
belief.  Using the categorisations of Huff (2009), these variations might be 
described as those that contribute to an ontology which is social constructivist (or 
'constructionist') and post-modern (pp. 113-114).     
 
An early influence in my own development as a theorist and practitioner is that of 
Kurt Lewin (1890 - 1947), a researcher and practitioner whose work crossed the 
boundaries of psychology, sociology, education and philosophy.  Lewin's work 
was underpinned by a fundamental belief that the endeavours of human beings 
are greatly affected by their group and social situation (Marrow, 1969). Various 
concepts that are in common parlance in education and the social sciences 
include 'concepts signified by such familiar terms as "group dynamics," "action 
research," "field theory" and "sensitivity training" (which) are repeated without 
any idea of their source' (Marrow, 1969, p. ix). One of Lewin's most telling 
observations, 'there is nothing as practical as a good theory,' characterised much 
of his work (Marrow, 1969, p. ix, paraphrasing Lewin). There are key premises 
that arise out of Lewin's work that make it as deeply influential for me as a 
researcher as the worldviews of Hegel or Durkheim. Among Lewin’s most 
significant premises, and one that I find equally as compelling now as when it was 
initially introduced to me, is that 'group behaviour is a function of both the 
individual person and the social situation' (Marrow, 1969, p.171, quoting Lewin, 
1945).  The actions of people are negotiated between their ‘self’ and their group.  
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Initially published in 1966, Berger and Luckmann's  (1999) treatise The Social 
Construction of Reality is a seminal publication that adds further elements to a 
nominalist, socially oriented worldview of the 'real.' They argue that language is 
'capable... of constructing symbols that are highly abstracted from everyday 
experience, (and) ..."bringing back" these symbols and appresenting them as 
objectively real elements in everyday life’ (Berger and Luckmann, 1999, p. 55).  
These processes lead to a 'symbolism and symbolic language of everyday life' 
(Berger and Luckmann, 1999, p. 55). And so language, when exchanged amongst 
human beings, is used to construct what we refer to as real.  Consequently, 'all 
socially constructed universes change, and the change is brought about by the 
concrete (sic) actions of human beings' (Berger and Luckmann, 1999, p. 55).  Their 
arguments lead to the statement which is essential to a social constructivist 
ontology:   'Reality is socially defined' (Berger and Luckmann, 1999, p. 134).     
           
Hegel's 'mutual recognition,' Durkheim's 'social facts,' Lewin's 'group dynamics' 
and Berger and Luckmann's 'socially defined reality' form a group of worldviews 
that influence my own. With these underpinning concepts I turn to other 
theorists who add to this foundational view that I adopt: that as human beings, 
our ‘realities’ are collectively constructed. The problem with these influences is 
that they leave my own arguments incomplete. They do not fully satisfy my own 
need to find a complete capacity for 'sense-making' I seek in study, as postulated 
earlier in the discussion in reference to Huff (2006). 
 
This lack of the 'human' in social constructivism is seized upon by Archer (2004) 
who argues that what becomes...  
of our embodied relations with the world cannot be construed as the gifts of 
society. Constructionism (sic) ...impoverishes humanity, by subtracting from our 
human powers and accrediting all of them - selfhood, reflexivity, thought, 
memory and emotionality - to society's discourse. - Archer, 2004, p.4. 
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Archer argues that the acceptance of our embodiment as an individual human 
being means that we need to adopt a ‘reality’ of each individual living person, 
rather than extracting it for a completely social constructivist view; 'self-
consciousness derives from our embodied practices in the world' (Archer, 2004, 
p.7).  I have an innate appreciation of what Archer is describing.  Amidst the social 
constructivist influences that appeal to me, the importance of a 'selfhood' of 
every human is vital to my ontological reach for the arguments of the more 
humanist viewpoints of Freire (2015), van Manen (2006) and Holt (1976).  Archer 
refers to the short-fallings of both social constructivism and post-modernism in 
their need to re-adopt the inherent humanity of each person (Archer, 2004, pp. 1-
13). Her argument that the self is equally as significant as the constructions of the 
self in society is embraced in her claim that 'self-consciousness derives from our 
embodied practices in the world' (Archer, 2004, p.7).   
 
A conceptual alliance is formed in my ontological influences by a sense of social 
constructivism mixed with an enhanced sense of ‘self.’ The degree to which this 
viewpoint is post-modernist is reinforced in the idea, as argued by Archer (2004), 
that social constructivism and post-modernism need to re-introduce ‘the self.’ 
 
If post-modernism is categorised along with constructivism as de-humanising 
influences on inquiry, its meaning is of concern.  The term 'post-modernism' is 
ascribed to Jean-François Lyotard (1924-1988) who wrote prodigiously on post-
modernism and phenomenology.  Lyotard positions post-modernism as 
appropriate to the 'technologies and techniques in the second half of the 
twentieth century, where the emphasis of knowledge has shifted from the ends 
of human action to its means' (Aylesworth, 2015, referring to Lyotard, 1984 
(1979), p. 37).    In this context 'knowledge is no longer principally narrative' 
(Aylesworth, 2015, referring to Lyotard, 1984 (1979), p.26). In the context of my 
own initial cognitive dissonance when attempting to interpret my research data, 
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this reads as though Lyotard was writing directly to me through the decades and 
also across an internet that barely existed when Lyotard was writing.  Words 
alone were failing to explain or to help me to describe what I was experiencing.   
Aylesworth describes Lyotard's worldview that 'the modern paradigm of progress 
as new moves under established rules gives way to the post-modern paradigm of 
inventing new rules and changing the game' (Aylesworth, 2015, referring to 
Lyotard, 1984, p. 37).  This theme works for me concurrent with the shifts I have 
made to accommodate my research data. 
 
Chia (1995) also discusses what is meant by post-modern thinking. His portrayal 
of post-modernism in the context of organisational studies is one that adds to my 
ontological influences because of the relevance of Chia's perspective to the sites 
of my inquiry. It was after collecting my data and struggling with interpretation 
that I recognised the need to take a profound ontological turn to address my data 
meaningfully.  A different viewpoint was needed, deeper than considerations of 
epistemology or methodology.  
   
Fundamentally my need to change my 'styles of thinking,' 'intellectual priorities' 
and 'theoretical preoccupations' (Chia, 1995 p. 580) related to what I was 
researching: phenomena in settings that did not exist, and could not exist, prior 
to the ‘new digital age’ that emerged post-1980. Rather than testing or applying 
models of thought I had brought with me, I recognised the need to complement 
the social constructivist influences on my ontology with a post-modernist 
viewpoint. This is not an 'either-or' decision; it is one that recognises that 'the 
modern and the post-modern are clearly inextricably intertwined' (Chia, 1995 p. 
580).  Chia's (1995) influence draws me closer to an ontological suite that might 
permeate the epistemology and methodology that guide my endeavours for this 
thesis.   
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To conclude this discussion of influences on my ontological position, I refer to:  
Hegel (1770-1831), Durkheim (1858-1917), Lewin (1945), Berger and Luckmann 
(1966), Archer (2004), Lyotard (1984), and Chia (1995).  In summary I might 
describe these influences as primarily social constructivist, overlaid with a post-
modernist worldview that strives to include the legitimacy of each person's 'self.' I 
now turn to influences on my epistemology. 
 
5.3.8 An appraisal of anti-positivist epistemology 
Epistemology is described by Piantanida and Garman in the following terms: 
Epistemology refers to assumptions about the nature of knowledge, the nature 
of truth, and the methods that generate legitimate claims of knowledge and 
truth.  Assumptions about knowledge and truth are connected to assumptions 
to ontology - what we take to be real and our way of being and relating to the 
world. - Piantanida and Garman, 2009, p.8. 
 
To follow the reasoning of Piantanida and Garman, social constructivist and post-
modernist influences on my ontology must be connected with influences on my 
epistemology.  Referring to a 'think piece' in the earlier edition of their book The 
Qualitative Dissertation, Piantanida and Garman (1999) refer to my discipline, 
that of education, when they point out that unlike with some disciplines, 
'educational phenomena... include cultural properties, time, space and human 
interactions (to mention a few) that are continually shifting' (p. 241). These 
continually shifting phenomena are the concern of research. The idea that I am 
fundamentally concerned with ‘phenomena’ is influential for me. The focus of my 
research is on the phenomena represented by the data I have generated from 
interviews with my research participants. 
 
The Piantanida and Garman (1999) discussion broadly describes within qualitative 
research communities four recent 'paradigmatic' camps concerned with 
phenomena: the empirical, interpretive, critical inquiry and deconstructivist 
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camps.  While they warn against outright categorisation, Piantanida and Garman 
(1999) regard these descriptors as useful for identifying influences on 
epistemological positions.  They argue for an alignment of an interpretivist 
epistemology with a social constructivist, post-modernist ontology: '...as 
reflective human beings, we construct our realities, for the most part, in 
discourse communities' (Piantanida and Garman, 1999, p.247).  They go on to 
argue that this group is also referred to as 'constructivists or phenomenologists' 
(Piantanida and Garman, 1999, p.247). My research connects with a worldview 
that accommodates approaches to phenomena that can be described as 
interpretevist, constructivist, or phenomenologist.   
 
As my epistemology concerns constructing knowledge, it is also concerned with 
hermeneutics, 'the theory of interpretation, i.e. the theory of achieving an 
understanding of texts, utterances, and so on' (Thomas, 2007, p.31).  Smythe, 
Ironside, Sims, Swenson, and Spence (2007) are concerned with hermeneutics 
following German philosopher Martin Heidegger (1889-1976), whereby a 
researcher lives life 'to always already be in-the-midst of a specifically situating 
that is constantly in flux' (Smythe et al, 2007, p.1390). Time, past, present and 
future combine, depart and re-integrate through interpretation. 
 
The confluence of phenomenology and hermeneutics forms the epistemological 
stance of hermeneutic phenomenology, which Henriksson and Friesen (2012) 
define by dealing first with phenomenology, and second with hermeneutics in 
this way: 'Phenomenology is the study of experience, particularly as it is lived and 
as it is structured through consciousness. ...Hermeneutics, for its part, is the art 
and science of interpretation and thus also of meaning' (Henriksson and Friesen, 
2012, p.1.).  They proceed to link the two concepts with the statement that 
'Hermeneutic phenomenology is consequently the study of experience together 
with its meanings (their italics)' (Henriksson and Friesen, 2012, p.1.).  
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van Manen (2006) refers to Husserl (1970) and Schutz and Luckmann (1973) 
when he writes that 'phenomenology is the study of the lifeworld - the world as 
we immediately experience it pre-reflectively rather than as we conceptualise, 
categorise, or reflect on it’ (p. 9). van Manen delves into the possibilities of that 
which ‘is’ and ‘is not’ hermeneutic phenomenological human science, and arrives 
at six key methodological themes which can enable this.   These six themes will be 
visited in greater depth when considering the influences on methodology for this 
thesis later in this chapter.  The various influences of van Manen's work at 
different levels of this discussion suggest that his work has multiple influences on 
my research worldview.     
 
To summarise the key influences on my epistemological position, I therefore refer 
to theorists broadly in the realm of hermeneutic phenomenology: Smythe et al 
(2007), Heidegger (1889-1976), Henriksson and Friesen (2012), and van Manen 
(2006).  In conjunction with my ontological influences discussed above, these in 
turn inform considerations of human nature and methodology to continue 
applying the Burrell and Morgan (2005) framework. 
 
5.3.9 If not determinism, an appraisal of voluntarism 
Burrell and Morgan's (2005) depiction of 'human nature,' with a continuum of 
determinism at the objective end and voluntarism at the other, could be accused 
of being over-simplistic.  The authors' defence is that while there are many other 
factors at play, they include this continuum as a 'way of treating at its most basic 
level a necessary assumption of all social - scientific theories which purport to 
account for human activities' (Burrell and Morgan, 2005, p. 9). An examination of 
positive influences on my stance concerning human nature can be identified in 
earlier discussions referring to Lewin and van Manen, whose subjective 
viewpoints align more closely with voluntarism than determinism. These 
arguments stand in this context. Addressing the need to identify further 
influences on my views on human nature, I turn to earlier theorists. 
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Aristotle (384-322BC) held a view of human nature that could be interpreted as a 
voluntarist stance. He argued that '...the virtues arise in us neither by nature nor 
against nature.  Rather, we are by nature able to acquire them, and reach our 
complete perfection by habit' (Loptson, 1997, p.14, quoting Aristotle, trans. Irwin, 
1985). Aristotle therefore argued that 'it is important to acquire one sort of habit 
or another, right from our youth' (Loptson, 1997, p.14). Aristotle's emphasis on 
the idea that 'by nature' we 'acquire' suggests that 'by nature' humans act 
voluntarily. 
 
Aristotle maintained that 'most people wish to live good lives,' and he proposed 
that '...the superior form of human life... is a life lived in accordance with reason' 
(Shields, 2016, paraphrasing Aristotle). Aristotle's affinity with voluntarism places 
reason above impulse, and considered discourse above a deterministic view of 
human fate. 
 
Durkheim (1858-1917) also considered what it is that characterises ‘being 
human.’  Earlier in this section Durkheim's 'social facts' were considered in 
relation to social constructivist ontology. Durkheim's views on 'social facts' 
accompanied a dualist view of human nature.  
 
Durkheim's (2005) duality recognises two faculties of thought, one in which 'the 
forms of the individual ...constitute sensibility,' and another faculty to think 
'under the forms of the universal and impersonal, which constitute reason' (p.36). 
An individual whose thoughts comprise 'sensibility' and 'reason' is a human being 
who acts on the basis of tensions between these two faculties. Durkheim (2005) 
refers to this tension as ‘antagonism’ that is implicit evidence of his proposed 
duality. Applying sensibility and reason, humans by nature struggle, and 
ultimately choose courses of action responding to both their own thoughts and 
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their social environments (Durkheim, 2005). For Durkheim, human nature 
combines sensibility and reason in negotiation with the social world; this view 
resides somewhere toward the 'voluntarist' end of Burrell and Morgan's (2005) 
subjective-objective continuum.        
 
The discussion returns to other thinkers who I find influential, Lewin and van 
Manen. Lewin's research on human nature focused on the person as a member of 
a group. A person acts 'not simply as an individual, but as a member of a social 
group or groups’ (Marrow, 1969, p.109). 'Lewin held that the group to which a 
(person) belongs is all-important - the source of ...social status and of ...feeling of 
security' (Marrow, 1969, pp.109-110). Most significantly, and influential for me, is 
the associated view that the person's 'reliance on the firmness of this ground 
might not be consciously perceived' (Marrow, 1969, p. 110). Even so, this ‘social’ 
ground is equally as important as the physical ground on which people walk. 
Lewin profoundly noted that at their basis, humans are social beings. This view of 
human nature is one that I find very influential.  
 
van Manen's view on human nature was canvassed earlier in this section when I 
positioned my discussion of being ‘a researcher.’  It is relevant to repeat van 
Manen's (2006) stance that 'the human being is a person who …gives and derives 
meaning to and from  the "things" of the world' (p.14).  For van Manen, it is 
human nature to give and derive meaning.  We are meaning makers.  
 
The emerging view of human nature that influences my stance is one of internal 
conversation, of seeking meaning, of (at times) internal antagonism and conflict, 
and of being significant in the context of group membership.  The evolution of 
human thought along these lines is far from unique, with a stream of inquiry from 
antiquity to the present. 
* 
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The Burrell and Morgan framework has been addressed applying negative criteria 
at all levels, and to this stage, positive criteria for ontology, epistemology and the 
question of human nature.  These influences provide some guidance for me as I 
consider significant influences on my methodology. The Burrell and Morgan 
(2005) framework places nomothetic methodology at the objectivist end of the 
continuum, and ideographic methodology at the other. Theoretical influences on 
my methodology will now be considered.   
 
5.3.10 Developing an ideographic methodology for this thesis  
Huff (2009) defines methodology as 'the principles behind the methods used,' (p. 
182) and 'a system of methods and their study or theoretic analysis' (p. 347). The 
influences on myself as researcher are oriented to the subjectivist end of the 
Burrell and Morgan (2005) continuum. To summarise the earlier discussion, these 
have been referred to as: 
- For ontology, Hegel (1770-1831), Durkheim (1858-1917), Lewin (1945), Berger 
and Luckmann (1966), Archer (2004), Lyotard (1984), and Chia (1995); primarily 
social constructivist influences, overlaid with a post-modernist worldview that 
strives to include the legitimacy of each person's 'self'; 
- For epistemology, Smythe et al (2007), Heidegger (1889-1976), Henriksson and 
Friesen (2012), and van Manen (2006); influences which concern hermeneutic 
phenomenology; and 
-On human nature, Aristotle (384-322BC), Durkheim (1858-1917) (2016), Lewin 
(1890 - 1947) (1945), and van Manen (2006); influences that recognise the 
voluntary, complex and conflicted social being that is human. 
 
This background informs my methodology, in that the ‘essences’ sought reside 
with what people experience and how they understand the experience. This 
background does not dictate a methodology. My 'voluntaristic' view of human 
nature applies to myself; there is no inherent determinism in these paradigms.  
127  
While these paradigms will influence methodology consciously and 
subconsciously in manifold ways, I heed the comments of Clandinen and Connelly 
(2000). They warn that 'it is more productive to begin with explorations of the 
phenomena of experience rather than in comparative analysis of various 
theoretical methodological frames' (Clandinen and Connelly, 2000, p. 128). As a 
qualitative researcher setting out to engage in research based on hermeneutic 
phenomenology, I need to engage with my own experience. 
 
I turn to initial experiences when interacting with the data generated from my 
research interviews, and pursue some significant factors. I recall my decision to 
change course with data interpretation. This was due to the dissonance I felt 
when considering the data; it did not fit with theoretical structures with which I 
had started this thesis.   It also related to the way in which ‘words’ needed to be 
de-emphasised in the pursuit of ‘meaning.’ I had been focusing on 'words' 
themselves, and not the meaning behind them; to some degree, 'words' 
appeared to present a distraction from 'meaning-making.'   Third, my research 
concerns the environment of network organisations, in which phenomena 
present different questions and complexities than do conventional organisations. 
This relatively new organisational phenomenon demands approaches contrary to 
what we might refer to as conventional approaches; this form of organisation has 
emerged in the ‘new digital age,’ and so methodological considerations need to 
embrace this distinction. 
 
The methodology I employ needs to be capable of embracing dissonance, 
emphasising meaning above words, and interpreting the experience of those in 
network organisations. I can turn to the foci of my ontological perspectives to 
help frame such a methodology.  
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A social constructivist, post-modern influence on ontology that seeks to include 
considerations of the 'self' might be considered to include methodological choices 
that lend themselves to: 
-'theories that "create" knowledge,' and 'insights created by multiple accounts' 
(referring to social constructivism (Huff, 2009, p.112)); 
-'polyphonic, juxtaposed readings and writings (in a) chorus of narratives' 
(referring to post-modernism (Huff, 2009, p.114)); 
- 'play with varied perspectives' (referring to post-modernism, (Huff, 2009, 
p.114));   
- 'a rescuable account of... self which can ...sustain the sociological enterprise' 
(referring to the potential for loss of the concept of 'self' in postmodern research 
(Archer, 2009, p. 21)). 
   
The hermeneutic phenomenologist epistemology that acknowledges the above 
influences might lend itself to studies of experience (Friesen, 2012), 
considerations of the forms of social phenomena (Denzin and Lincoln, 2008), the 
concept of reintegration, and acknowledging that all language is metaphor (van 
Manen, 2006). These influences can help form elements of methodology for this 
thesis. 
 
Friesen (2012) discusses experiential evidence, referring to a focus on events. He 
describes experience in the phenomenological context as something 'not about 
the accumulation and synthesis of sensory data' but rather 'it is understood in 
terms of an event. ...it is a phenomenon that occurs, takes place, or happens to 
us' (Friesen, 2012, p. 44).  It is what takes place, how this is interpreted, and what 
it means that my methodology sets out to explore. 
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Denzin and Lincoln (2008) address phenomena in terms of ‘classic principles’ for a 
systematic ethnography. Their concern is with ‘forms’ of social phenomena. 
'Fidelity to the social worlds in which we work requires a systematic analysis of 
the principles of order they display’ (Denzin and Lincoln, 2008, p.299).   Their 
discussion addresses the need to 'retain a sense of fidelity and representation 
that is firmly rooted in social forms and also retains a notion of rigour' (Denzin 
and Lincoln, 2008, p.299). To be truthful to the events my research describes, I 
need to seek out the forms of social phenomena that my participants and I 
experience and interpret, while methodologically maintaining consistency with 
the social forms of the events being interpreted.   Descriptions and 
interpretations need to adapt to the reported events, rather than seeking rigour 
through procedural repetition in method. Excessive loyalty to this concept might 
potentially lead to chaos; however an element of this sensitive flexibility needs to 
pervade the methodology for this thesis. 
 
Friesen's (2012) emphasis on events and Denzin and Lincoln's (2008) sensitivity to 
social forms of those events might lend themselves to disorderly portrayals of 
random events. van Manen (2006) emphasises that 'hermeneutic 
phenomenological research reintegrates part and whole, the contingent and the 
essential, value and desire’ (p.8). Interpretations that are initially random and 
dissociated can be reintegrated into a whole. 
 
Charmaz (2014) refers to post-modernist approaches as 'a theoretical turn that 
challenges the foundational assumptions of the Enlightenment with its beliefs in 
human reason, science and progress through science' (p.344).  It is in this sense 
that the methodology for this thesis owes part of its orientation to that very 
‘theoretical turn.’ This thesis is not bound by the need to bear grand conclusions 
embedded in reason; rather it seeks to meaningfully construct findings that have 
a metaphoric and linguistic fit with their origins: my participants' experiences and 
the environment in which these occur, in network organisations.  
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To combine the major influences on my methodological choices, I can therefore 
identify from the above discussion those factors which guide the methodology: 
 - insights created by multiple accounts (Huff, 2009); 
- polyphonies, juxtapositions, choruses of narratives (Huff, 2009); 
- play (Huff, 2009); 
- self (Archer, 2009); 
- events (Friesen, 2012); 
- forms of social phenomena (Denzin and Lincoln, 2008); 
- reintegration (Van Manen, 2006); 
- the absence of a ‘need’ to create a rational argument and conclusion (Charmaz, 
2014).  
 
And so, drawing together the themes that have been canvassed the following 
statements arise for this metaphor as central to the methodology for this 
research: 
• As a learning environment network organisations present entirely 
different issues, settings and phenomena than do conventional 
organisations; 
• Some of the phenomena observed are in accord with other social changes 
that are taking place in the late 20th and early 21st centuries, and words 
per se are intrinsically inadequate to establish meaning;     
• Twentieth century constructs of organisation align metaphorically with 
earlier constructs of 'stories' and 'journeys.'  Twenty-first century 
constructs of 'network organisation' align metaphorically with accounts of 
experience that are at odds with the usual construct of ‘story.’   
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To this point, this chapter has marked out the deliberations and choices that have 
led to the formulation of a research design beyond the initial examination of the 
data. The following section outlines the choices of design and method for the 
preparation of this thesis.  
 
 
5.4   Research Design 
 
The research design and methods for this thesis are not linear; they are 
deliberative and cyclic in nature, involving six inter-related and iterative phases. 
These iterative phases intersect and relate to each other: data collection; data 
interrogation; thematic categorisation; theoretical association; reflection and 
account formation; and integration. These phases are explained in the 
forthcoming discussion. 
 
5.4.1 Data collection  
From the outset, data collection was to be based upon semi-structured 
interviews.  For the purposes of this thesis, semi-structured interviews have 
advantages over structured interviews, in that ‘they involve having a set of 
guiding questions that will keep the interview on track’ (Wilson, 2016, p. 48). To 
be sensitive to an approach consistent with hermeneutic phenomenology, the 
interview method needs to be contextualised as part of meaning-making. Harvey 
(2015) expresses this meaning-making aspect of interviewing in these terms: 
‘Because each speaker is an “active participant in speech communication,” 
meaning is co-created through each speaker’s utterances – the listener is always 
an active respondent’ (pp. 24-25). My role as interviewer was always intended to 
be part of this meaning-making.  
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This distinction, to combine meaning-making with dialogue, is illustrated by 
Wilson (2016) who observes that with semi-structured interviews, ‘the researcher 
can follow topics of interest during the interview without having to adhere to a 
structured set of questions’ (p. 48). This flexibility was essential to making it 
possible for me to engage with my participants in a way that would promote 
meaning.  
 
Request for ethical clearance, Plain Language Statements, proposed scripts and 
questions were approved by the Deakin University Faculty of Arts and Education 
Human Ethics Advisory Group on 21st September 2011. Approved material 
included a framework for interviews and twelve proposed core interview 
questions. Following the difficulty in finding research sites (see section 5.2), 
supervisors agreed that I approach potential participants of whom I had previous 
knowledge through professional networks. Four participants were identified. One 
hour interviews were conducted with each person individually at an agreed 
location outside of working hours. The interviews were recorded with a digital 
device. 
  
5.4.2 Data interrogation 
Initially, the idea of data interrogation was problematic.  I applied the context 
applied by van Manen (2006), recognising that my ‘method’ was not informed by 
a prescribed formula; rather what I chose to do had to emanate from my 
realisation of my situation as a human person, and the situation in which the 
phenomena and research were located.    
My situation demanded that I question what I had experienced and what I should 
make of it.  The ontological and epistemological assumptions, and their bearing 
on methodology and procedure, took a turn.   To understand this better, I 
identified in my journal the questions that perplexed me: 
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a) What made me think that "journey" and "story" were effectively mandatory 
vehicles for my research? 
b) What am I really researching here? 
c) What is most important to the success of the research? 
My first journal response was this:   my answer to all three questions was the 
same for each of questions a, b and c, and it was one word: ‘words.’   I realised 
that - for me - I had unconsciously been exceedingly formalistic and positivist.   
My journal provided the following answers. 
a) I will be collecting words.   Stories are made of words and journeys are 
described in words. 
b) I am researching words.   I am collecting, interpreting and drawing conclusions 
from words. 
c) Words are all important, as my thesis will be a collection of coherent, 
descriptive and meaningful words. 
 
My thinking took the most unexpected and exciting turn for me.   I decided to 
consult those who specialise in words: linguists. 
 
The two relatively contemporary linguistic theorists I consulted, and who partly 
led me to the point I am now (after numerous distractions from earlier linguistic 
theory) were Beedham (2005) and Lamb (2004).   Beedham provided me with 
perspectives on language that were true to my chosen ontology and also led me 
away from the 'it's all words' paradigm that had subconsciously directed my 
thinking prior to data collection and analysis.   Beedham's perspective on 
linguistics is based on Saussurean structuralism.   'The basic tenet of Saussurean 
structuralism is that a language is a system whose units are determined by their 
place in the system, not by some outside point of reference such as reality’ 
(Beedham, 2005, p. 3).  Applying Beedham’s approach, the idea of a ‘reality’ is 
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tied to language. ‘According to Saussere …if one tried to envisage reality without 
language there would be no reality as we know it… ' (Beedham, 2005, p. 4).  
According to Beedham ‘…there are two processes happening at once.   One is that 
reality takes shape under the influence of language, the other is that language 
takes shape under the influence of reality. …form and meaning… cannot be 
separated’ (Beedham, 2005, p. 4). What stands out for me now in Beedham’s 
rationale is that the meaning that I seek emerges from words and the senses: '…it 
is not only language; it is other attributes of the human species which contribute 
to our perception of reality.   Primarily are the five senses: vision, hearing, smell, 
taste and touch' (Beedham, 2005, p. 13).  'Moreover, one has to appreciate that 
when we perceive reality we do so largely in terms of words and their meanings' 
(Beedham, 2005, p. 166). My need to incorporate meanings further into my 
thinking, and my approaches to meaning-making, have been undergoing 
transformation since I made these distinctions. 
 
I had initially approached this research as the documentation of ‘learning 
journeys,’ which were to be stories. Part of the reason for my earlier discomfort 
with the ‘story’ and ‘journey’ metaphors was that my research participants had 
been reporting on exchanges that were troublesome in nature; dysfunction was 
commonplace. The realities and meanings for people from very different cultures, 
nationalities, organisations and backgrounds played into the schemes of 
communication and miscommunication being studied.  Beedham writes, ‘Study 
language and study the reality which language creates, study languages and study 
the realities which they create, and study varieties of language and study the 
realities which they create' (Beedham, 2005, p. 169). Reality, language and 
meaning become inextricably meshed. 
  
Beedham’s work was already challenging my assumptions about words.   I also 
turned to Sydney Lamb's theories, which focus on language as a relational 
network, rather than as a system of 'symbols, rules and entries' that many 
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contemporaries apply (Webster, 2004, p. xv).   Lamb (2004) refers to the 
transparency of language, whereby 'language fulfils its functions best by being as 
transparent as possible’ (p.204).   He describes the linguistic system as one that 
contains 'connection, a large set of connections from sounds to internal 
representations of things and events and so on… It is entirely relational.   The 
things we talk about are not part of language, they are connected to language' 
(Lamb, 2004, p. 204, my italics). Lamb’s relational orientation of language has 
parallels with the ICT-dominated world of network organisations. The 
transparency of language in its ideal manifestation is what appears to be lacking 
in network organisations. The connections of which Lamb writes are the 
connections that must be improved upon, and these connections represent more 
strongly the concerns of my research than the ‘words’ themselves… I seek the 
‘connections’ within which (preferably transparent) opaque words reside. 
 
Lamb (2004) refers to neurocognitive functions, rejecting the idea that language 
is part of a linear process, and rather refers to 'several kinds of linguistic evidence 
…which suggest that a person's linguistic system is a network' (p.351).   Lamb 
refers to his own earlier work that had 'led to the determination of a set of 
specific testable properties of such networks' (p. 351).  Again, this ‘network’ 
metaphor relates more strongly to the concerns of this thesis than does the 
‘story-journey’ metaphor with which I commenced.    
 
Lamb (2004) also rejects the notion that language is communication, stressing 
that language is  
not primarily a communication device.   …  Most of our linguistic activity does not 
result in speech.    …  Even when we dream we are engaged in linguistic activity.   
…   Only a very small fraction of our linguistic activity results in spoken output.  
Even less do we write.  And so, life is largely inner languaging. - Lamb, 2004, 
p.443.    
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My concern is not with language, but with communication, and with meaning; 
while the research might not uncover the inner languaging to which Lamb refers, 
it might uncover some of the communication and meaning-making that occurs. 
 
My own choices were leading from language to meaning, and from meaning to an 
approach that acknowledges that meaning is derived from many sources.   To 
illustrate, Lamb (2004) considers: 
types of diversity of expression in spoken language: 
Generally considered primary:  Consonant and vowel distinctions 
Also important: Accent (pitch, stress, duration)    
Tone (for some languages), Intonation    
Length of vowels, consonants (some languages) 
Generally considered secondary: volume, speed, etc (sic) ("paralinguistic" 
features). (Lamb, 2004, p.489) 
 
With these considerations, my rejection of a ‘words and language’ orientation to 
my research continued to wither.  My deliberations strengthened when 
considering other aspects of Lamb’s case, as he goes on to describe how casual 
observation gives us a:  
list of properties of music expression which provide for making distinctions: 
1.   Pitch (and relative pitch) 
2.   Rhythm 
3.   Tempo, including tempo dynamics (accelerando, etc (sic)) 
4.   Volume, including volume dynamics (crescendo, etc (sic)) 
5.   Tonal qualities (provided by harmonics) 
6.   Intervals 
7.   Duration - variable lengths of notes 
8.   Harmony - chords, chord progressions, chord placements 
9.   Articulation - attacks, continuity, etc (sic) 
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10. Key and Mode (major, minor, types of minor) 
11. Interplay of multiple voices/ instruments (based on Lamb, 2004, p.490). 
 
Lamb describes the comparisons and differences between music and language, 
and concludes that '…while music lacks the referential abilities of language, it 
seems to have an emotional power greater than language, and this property may 
be explained by heavy connectivity of musical perception centres to the limbic 
system'. (Lamb, 2004, pp. 494 - 5). And so a linguist had reinforced what had been 
a ‘hunch’ for me… that words in themselves were not the primary transporters of 
meaning; metalanguage and paralinguistics became more significant. 
 
Those choices led me to a combination of seven points for data interrogation. 
From van Manen (2006), my main hermeneutic phenomenological 
epistemological influence: 
1. A phenomenon which seriously interests and commits me; 
2. Experience as ‘lived’ and not ‘conceptualised’; 
3. Reflections on essential themes;  
4. Descriptions by writing and rewriting; 
5. Maintaining a pedagogical relation to the phenomenon; 
6. Balancing context by considering parts and whole. (Van Manen, 2006, pp. 30-
31) 
 
The seventh point for interrogation is manifold and can be conceptualised as 
turning the above list into a plane, and it is from Lamb (2004): 
7. types of diversity of expression: pitch, rhythm, tempo, volume, tonal 
qualities, intervals, duration, harmony, articulation, key and mode, and 
interplay of multiple voices. – paraphrasing Lamb, 2004, p. 490. 
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These seven criteria are applied to seek from the recorded interviews the salient 
points that comprise an extract from the interview. A series of extracts are 
documented. From each extract a statement of essence is identified; as ‘essence 
is that what makes a thing what it is’ (van Manen, 2009, p. 177). Each statement 
of essence becomes a heading for an account that includes the extracts from this 
phase related to the relevant phenomena being discussed in the interview. 
  
The interrogation phase is never complete. Finalisation of the thesis will follow 
the often-applied creative adage that ‘no piece of writing is ever complete, only 
abandoned’ (often ascribed to Arthur C. Clarke, referring to 2001, a Space 
Odyssey).  This approach is consistent with what Clandinen and Connelly (2000) 
refer to as more of ‘a sense of continual reformulation of an inquiry than it does a 
sense of problem definition and solution’ (p.124). Reasons for more consideration 
of data might be aesthetic, intellectual or emotional: ‘Connectedness,’ the uniting 
theme for Chapters Six, Seven, Eight and Nine, invites me, as author, to connect 
with the accounts with increasing vigour. 
 
5.4.3 Thematic categorisation 
The fragments of data drawn upon by the interrogation phase are allocated to 
chapters based upon the findings of Chapter Three, the Literature Review, in 
which the work of Hopwood (2014) offers a relevant twenty-first century 
framework that provides the four major themes for Chapters Six, Seven, Eight and 
Nine. To refresh the interpretation of Hopwood, his article ‘Four essential 
dimensions of workplace learning’ refers to the textural nature of four 
‘dimensions’ that are ‘layered’: the temporal, spatial, embodied and the material. 
Following are further descriptions of the key theme of connectedness, and each 
of these four textures of workplace learning.   
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First, to describe what is meant here by connectedness. This notion is drawn from 
Hopwood (2014) who defines connectedness not as a state but as a phenomenon 
that occurs; connectedness refers to ‘a connectedness in action (Hopwood’s 
emphasis): without action, without doing and saying, there is no texture. In other 
words, textures are enacted, they are living’ (p. 353). When textures occur and 
meet, connectedness occurs. Rather than being a state, ‘connectedness may take 
multiple forms’ (Hopwood, 2014, p. 359), and connectedness is about ‘fluid 
movements and verbs such as organising and knowing.’ (p. 359).  This impacts 
upon what is understood about knowing in that ‘knowing in practice is about 
accomplishing connectedness in action’ (Hopwood, 2014, p.359).  As argued by 
Hopwood (2014), connectedness occurs in action, is fluid, and involves the 
meeting of textures and trajectories as part of that action. This thesis adopts this 
as a definition for connectedness, and recognises that where and when people 
work, people seek connectedness.      
 
Chapter Six, Connectedness and Time, is contextualised as a dimension of human 
experience. That which is enacted does so through time, and it forms time. Time 
is both context and subject as we make it part of that which we engage with 
socially and materially, and time might accommodate ‘past, present and future 
together’ (Hopwood, 2016, p. 355). It is also a major theme into which 
phenomena explored in the data interrogation phase can be allocated a principal 
‘category:’ where the phenomenon relates to time, it is categorised and allocated 
a place in Chapter Six.   Where the essence of an event or interpretation is 
temporal, temporality has played a part in someone’s learning, consistent with 
Hopwood’s ‘four dimensions’ and the goals of this research. 
  
Chapter Seven, Connectedness and Space, orbits and examines the manner in 
which the interrogated data deals with spatiality as ‘situatedness and fabrication 
to materiality’ as spaces are ‘socially and materially produced’ and represent a 
connection of trajectories (Hopwood, 2016, p. 356). From the interrogation 
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phase, where the phenomenon relates to space, as for time, the phenomenon 
described in an extract is allocated a place in Chapter Seven, Connectedness and 
Space. This element of Hopwood’s represents another textural dimension in 
which learning can be located. 
 
Continuing with Hopwood’s ‘four dimensions,’ that of ‘Embodiment’ is highly 
relevant to the research question and the ‘new digital world’ to provide the focus 
and title of Chapter Eight, Connectedness and Embodiment.  Time and Space 
become part of human phenomena when an element of human embodiment is 
added, and embodiment becomes the starting point for interactions with time 
and space. While the idea of an ‘embodied human’ is increasingly fuzzy in the 
digital age, it is central to human existence and learning. Although embodiment is 
‘problematic,’ it provides ‘texture’ (Hopwood, 2016, p. 357). Where a person is 
represented by a message or an image, some form of embodiment renders the 
person as a person to another person. 
 
These three dimensions, Time, Space, and Embodiment represent what Clandinen 
and Connelly (2000) refer to as the ‘metaphorical three-dimensional narrative 
inquiry space (sic), with temporality along one dimension, the personal and social 
along a second dimension, and place along a third’ (Clandinen and Connelly, 
2000, p.50). A rich inquiry results from considerations of how phenomena and 
these three dimensions relate towards and away from each other.  Chapter Eight, 
Connectedness and Embodiment helps to identify where the embodiment 
dimension has contributed to the experience and that which is learned from it.    
 
Chapter Nine, Connectedness and Things, provides another textural dimension of 
learning. Hopwood (2016) looks at things as the artefacts with which humans 
interact, and that can foreground human experience in time and space. By 
identifying objects which play varying roles in the learning of those with whom 
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we interact, we might expose experience and learning which might otherwise be 
missed. Chapter Nine draws upon ‘things’ relevant to phenomena uncovered in 
the interrogation phase.  Clandinen and Connelly’s (2000) ‘three dimensions’ can 
be rendered relative to the ‘things’ that foreground them. Interaction with and by 
things is a place from where learning can take place. 
 
Like the data interrogation phase, the thematic categorisation phase does not 
conclude, it exists in place and time and could proceed into infinity. Cycles of 
deliberation draw the examined phenomena into the accounts to build each of 
Chapters Six, Seven, Eight and Nine. 
 
5.4.4 Theoretical association 
This phase takes the extracts and accreting accounts of the following four 
chapters and re-examines them considering theoretical materials that 
complement those of the literature review in the context of the phenomena 
immediately under study. Further examination of relevant literature provides 
fresh information to add to a narrative within each account. To enable this, my 
‘researcher’s ear’ is needed. According to Connell (2015), ‘we do read text with 
the ear as well as the eye’ (p. 29). For theoretical association I listen to the text I 
have written to this point and posit further questions to seek out the meaning 
that each account communicates to me. van Manen (2009) advises that ‘as we 
commit ourselves to paper we see ourselves mirrored in that text. Now the text 
confronts us’ (van Manen, 2009, p. 127). For theoretical association I go to what I 
have written for each account, and my own writing ‘creates a distance between 
(myself) and the world whereby the subjectivities of daily experience become the 
object of (my) reflected awareness’ (van Manen, 2009, p. 127).  It is from this 
vantage point that I seek scholarly exploration of the phenomena represented in 
the extract to accrete further scholarly consideration of the meaning and also 
some implications of what is being discovered according to the work of others.  
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5.4.5 Reflection and account formation 
The interview extract is then interpreted. My reflections are added to the 
interview extract. I consider what has been written so far and how it relates to 
relevant scholarly literature and the themes it represents. My reflection 
represents what van Manen (2009) refers to as ‘the minded act of writing that 
orients itself pedagogically to a notion that is a feature of lived experience,’ that 
of the participants and those to whom they refer (van Manen, 2006, p. 124). The 
account then ‘accretes’ with discussion of how the chosen literature relates to 
the phenomena in question.  This concept is consistent with what van Manen 
(2006) refers to when he says that ‘phenomenology, not unlike poetry, is a 
poetising project; it tries an incantative, evocative speaking, a primal telling, 
wherein we try to involve the voice in an original singing of the world’ (van 
Manen, 2006, p.13, referring to Merleau-Ponty, 1973). The final formation of the 
account is partly an aesthetic pursuit as reflection combines with reported 
experience, literature and narrative a suitable portion of the chapter. 
As with previous phases, a ‘back, forward and sideways’ review across the 
accounts and chapters contributes to the location of each account in the 
structured text, consistent with what Clandinen and Connelly (2000) refer to as 
‘the three-dimensional narrative inquiry space’ (p.154). The writing creates and 
explores its own space, and reflexively builds from the phenomena under study. 
 
5.4.6 Integration 
Associations are formed applying ideas such as polyphony, which in the 1990s 
‘came to refer to the many voices that constitute organisations’ (Kornberger, 
Clegg and Carter, 2006, p.3). ‘Sound’ metaphors such as polyphony mirror ‘the 
plurality of languages and voices that is normally repressed’ and yet works ‘within 
the framework of normal organisation’ (Kornberger et al 2006, p. 5). The multiple 
‘voices’ accord with the many voices in network organisations. The polyphonous 
voices brought together in the theoretical association phase become parts of the 
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four Connectedness chapters. Again, reflexive sweeps between the iterative 
phases that combine to this juncture are made. They accrete into a whole. 
 
Integration of the writing to this point takes the data interrogation, data 
categorisation, aesthetic formation and formative association phases to the 
completed design for the Chapters Six, Seven, Eight and Nine.  Points of 
coherence, dissonance and effect are mixed to an aesthetic form that relates to 
and integrates with the phenomena under study and the assembled text. An 
overall aesthetic that gives meaning and appeal to the documented text is applied 
to integrate all of the parts as a whole within this thesis. 
 
5.5   Limitations of this Approach 
All forms of research bear with them limitations. While the data collected 
represents the lived experience of participants in a total of over twelve network 
organisation situations, these data might not encompass a great many possible 
phenomena that might have occurred beyond these.  The four research 
participants are all known to me by personal acquaintance; given this association 
it might be the case that this represents a bias in their recollections, as each 
participants’ pre-existing relationship to me might colour the nature of their 
responses. Clearly there was an effort on my part as interviewer (to some degree) 
to use these existing connections to summons further discussion than might have 
otherwise occurred; and also at times, my probing on significant phenomena 
might have garnered further comment had I been a less familiar researcher. 
 
van Manen (2006), a major influence on my approach, writes that ‘all we can ever 
know must present itself to consciousness. Whatever falls outside of 
consciousness therefore falls outside the bounds of our possible lived experience’ 
(van Manen, 2006, p.9).  To the defence of my approach, I can expose this 
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boundary of consciousness as a limitation; however it would always be the case 
that there are phenomena outside my consciousness. 
 
Huff (2009) points to the assumptions of the researcher as a form of limitation: 
these might be assumptions that are contextual or conceptual. Huff (2009) 
reminds me that ‘contextual assumptions pertain to the properties of what is 
observed (how one set of observations differ from others)’ (Huff, 2009, p. 225, 
her brackets). What my participants brought into the interviews I must take at 
face value; I engage with the phenomena that speaks to me of essences, and the 
source of these essences might be ‘problematic,’ as in the nature of some forms 
of ‘intuition’ (van Manen, 2006, p.10). 
  
Conceptual assumptions concern that all knowledge is ‘situational or local’ (Huff, 
2009, p. 225).   Assumptions I have subconsciously made might similarly influence 
the data collected, as my own experience of the phenomena under scrutiny may 
be marred by the singularity of my research position and method. That which I 
have experienced is unique to me, and is therefore open to accusations of bias on 
my part in the interview process. I turn to the application of the ontological, 
epistemological and methodological choices reflected in section 5.3 as a ‘position’ 
or ‘stance.’ As a researcher I must be able to stand to be challenged on the nature 
of that position and its influence on the research overall.    
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Introductions 
Introducing Connectedness: Chapters Six to Nine  
Chapters Six, Seven, Eight and Nine present twenty seven accounts of research 
participants’ experiences, building upon extracts from the semi-structured 
interviews. These accounts present, reflect upon and attempt to make sense of 
the interview extracts by resonating with scholarly literature and a process of 
narrative construction, portraying experience in the context of theoretical 
constructions.  
 
The approach taken to structuring accounts distinguishes between ‘appearance’ 
and essence’ (van Manen, 2006, p. 184). Extracts from the interviews are distilled 
to an essence through a process of narrative construction. The process used in 
this chapter is to accrete from the extract chosen an account, with a heading, a 
research note, a narrative, and one or more reflections.  
 
Each account is structured as follows: 
First, a heading. Each heading, eg ‘7.4 We had to do it all,’ comprises words which 
were uttered during the interview that suggest deeper meaning than what might 
be apparent at the surface. The heading attracts attention and sets the tone for 
each account. 
 
Next, a Research note. Each research note, appearing in italics, explains why the 
extracted material was chosen from the interviews, commencing the process that 
van Manen describes as a ‘dynamic interplay between six research activities’ (van 
Manen, 2006, pp. 30-31). One or more of these six activities is bestowed upon the 
extract as a starting point for the narrative of that account.  The research note 
then turns to the next theoretical foundation to this research; the linguistic 
emphases of Lamb for the formation of meaning making in one or more of eleven 
paralinguistic features used when uttering words (Lamb, 2004, p. 490). The 
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research note draws upon the interrogative qualities of this van Manen-plus-
Lamb framework to situate the extract within a narrative. 
 
Each of the twenty-seven research notes then introduces literature that is 
relevant to the chosen extract. Extensive searches have revealed that, beyond the 
formal literature review of Chapter Three, there is some form of scholarly 
discussion of the phenomena reported by the participant in each extract.   The 
research note introduces each article, book or chapter. 
 
After each research note appears the relevant account’s narrative. The narrative 
interacts with the extract from the relevant interview. Interviewees’ remarks are 
indented for ease of recognition. The narrative within each account discusses the 
phenomena reported by the participant and relevant literature to draw deeper 
meanings and discover potential insights for network organisations and those 
researching them. 
 
Each account includes one or more reflections that I have formed as a result of 
the interaction between the lived experience of the research participant, 
scholarly literature, and the van Manen-Lamb framework (outlined in section 
5.4.2) used to interrogate the interview material. Each reflection strives to 
achieve that which phenomenology asks, concerning ‘what is the nature or 
meaning of something?’ (van Manen, 2006, p.184). The reflections appear in 
smaller, italicised font, in a border with rounded edges.   
 
Each chapter is an accumulation of the accounts, representing the four essential 
dimensions of workplace learning advanced by Hopwood (2016), as described in 
section 5.4.3. Together the four chapters, including the twenty-seven accounts, 
endeavour to describe the meaning of the experiences, research and 
documentation for further consideration in Chapters Ten and Eleven. 
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Introducing the Participants 
Four participants have provided the data for this thesis, all of whom made 
themselves available for interview in their own time (see section 5.2). Names 
have been altered to preserve anonymity. Brief biographies appear below. 
* 
Andy studied accountancy and management before entering the workforce in the 
finance department of a US-owned MNC in the mid-1980s. Andy’s interest in 
information technology led him to part-time study for a Masters’ degree in 
Information Technology (MIT). He maintains his accreditation as a practising 
accountant.  He entered the financial services industry as an ICT Business Analyst 
in the late 1990s. Andy’s MNC employer evolved into a network organisation. 
Andy has since worked in a series of roles as a technology business analyst and 
sometimes test specialist, and sometimes a Team Lead5. Andy has worked in 
network organisations since he entered ICT. Presently his employer is a US-owned 
MNC network organisation.  
* 
Ben has been in the financial services sector for most of his career, commencing 
in his twenties. Mergers, acquisitions and technological change saw him move 
from administration to the emerging mainframe information technologies of the 
1980s. Companies then provided in-house education and training to introduce 
new systems.  Ben’s specialisation grew from programming to analysis, enabling 
him to become more of an analyst-programmer, then a business analyst, test 
specialist and (on and off) Team Lead of ICT Business Analysts over the past 
fifteen years. Ben took some pride in his career success when revealing that he 
has not participated in tertiary education. Ben changed employers both 
voluntarily and involuntarily extensively in the ten years preceding his interview, 
and has been ‘invited back’ to two different MNC network organisations. At the 
time of interview, Ben was working as an ICT Business Analyst (or ‘Business 
                                                      
5 ‘Team Lead’ in a team environment is a commonly used term for the occupation that some 
might describe as ‘Supervisor’ in other environments.  
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Systems Analyst’) in one of the four network organisations in which he has 
worked.  Ben could be described as being in his ‘mid to late career.’ 
* 
Mel, like many in management roles, was originally an accountant. Early in his 
career he started work with an MNC in a financial management role, which led 
him into procurement and contract management functions. Prior to joining his 
current company eight years ago, he worked locally and overseas in a multi-
industry service provider MNC based in Europe. He developed skills and contacts 
in the international business world working across organisational boundaries 
specialising in service procurement. Mel joined his current employer, a large 
Australian MNC in the financial services industry, about eight years prior to our 
interview with a brief to strengthen the financial reporting requirements of two 
large vendors. This role evolved into one of vendor relationship management. 
During the period Mel covers in this interview, Mel moved into technology 
strategy management. Mel’s career stage could be described as ‘mid to late 
career.’ 
* 
Trish, originally a teacher and teacher librarian, returned to the full-time 
workforce after working as a part-time teacher-librarian and university librarian.  
In the 1990s Trish worked as a training consultant in a Technical and Further 
Education (TAFE) institution where she provided industry-based training and 
consultancy, then as a management consultant and trainer for a small 
consultancy group. While pursuing these roles, Trish also continued to study in 
the Vocational Education and Training (VET) and university sectors. After some 
short-term assignments, Trish started working for a major MNC network 
organisation in an internal consultancy role in the 2000s. Her career has since 
progressed through acting manager and more recently a permanent management 
role in knowledge management. Trish’s career stage could be described as ‘mid to 
late career.’ 
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Chapter Six 
Connectedness and Time 
6.1 Time to Connect, Time to Know 
Temporality forms the basis of the first of Hopwood’s (2014) inter-related 
textures for learning.  Hopwood emphasises that learning and practice are 
inseparable and temporally interconnected (Hopwood, 2014, p. 352). This section 
identifies that the passage of time, the concepts of duration and learning work 
together to either contribute or detract from the quality of relationships, 
communication, experience and outcomes. 
 
Time in itself is an elusive concept. In the context of hermeneutic 
phenomenological inquiry, its construction prior to experience is different to its 
construction upon reflection. van Manen (2006) describes ‘a difference between 
our pre-reflective lived understanding of the meaning of time and our reflective 
grasp of the phenomenological structure of the lived meaning of time’ (p.77). For 
these research participants, their constructions of the lived experience of time 
draw mainly upon perceptions of duration: whether a work task from start to end 
is ahead of schedule, on time, or too slow. 
 
Temporal construction is a major dimension in the decision-making and work 
processes of network organisations. In this section participants struggle with set 
durations for milestones, and with the amount of time that is taken to overcome 
the many obstacles to relationship building, learning and productive effort. 
Interruptions and dysfunctions lead to the prospect of time being wasted, and to 
the potential for reprisals when confronted with delays. 
 
The overall message that emanates from these accounts is that a precious 
resource: that of minutes, hours, days and weeks of duration is significant for the 
participants and their employers. Time is regarded as a resource that is at the 
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core of much of the frustration of working and learning in network organisations, 
and therefore a source of consternation.   
     
6.2 A ‘Three Month Period’ for ‘KNOWL-edge TRANS-fer’  
 Research Note: The van Manen concept of ' maintaining a strong and oriented 
pedagogical relation to the phenomenon' (see section 5.4.2) relates directly here. 
The core organisation is charged with proving the 'knowledge transfer' that Ben 
describes.  Lamb's ’types of diversity of expression - tonal qualities' resonate with 
Ben's account, especially given the first-syllable emphasis in his speech (see 
section 5.4.2).  The themes canvassed in Ben's account reflect some theoretical 
accounts and expand upon others. These include authors on ‘knowledge transfer’ 
(Chen, McQueen and Sun, 2013); on duration and improvisation concerning 
‘knowledge transfer’ (Krylova, Dusya, and Crossan, 2016); on ‘tacit knowledge’ 
(Venkitachalam and Busch 2012) (Park, Vertinsky, and Lee, 2012); on changes in 
the relative significance of individuals in online settings (Rehm, Mulder, Gijselaers 
and Segers, 2016); and on experiential learning (Yardley, Teunissen, and Dornan, 
2012).  Findings can be drawn from Ben’s account that resonate with themes from 
these theorists and others. 
 
I asked Ben about a project initiation involving the transfer of work to a company 
new to the network.  Ben said,  
‘The decision was made that we were going to do all this in a very short 
time… and I suppose (Ben pauses) we were …dumbfounded really because 
knowing the systems, we knew that they could not possibly do that in the 
timeframe …a three month period (for) all the knowledge transfer, and we 
knew that it takes people about two years to learn the system.’ 
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I was struck by Ben’s intonation, KNOWL-edge TRANS-fer, a form of tonal expression that 
suggests a mockery or a joke… especially when we consider the meaning of this term 
‘knowledge transfer’ which was new to him… 
 
I asked, ‘Was 'knowledge transfer' in the jargon before that?’ Ben replied after a 
lengthy filler…   
‘Well… no.   It was called “learning”’… which Ben enunciated very clearly, 
and he then chuckled. 
 
Ben questions the nature of ‘knowledge transfer.’ His emphasis here is insightful… his 
intuitive awareness of ‘tacit knowledge’ is clear. He and his expert colleagues become 
aware of how little decision-makers know about how much their team members know… 
and if the possessors of the tacit knowledge, or suitably equipped observers have 
difficulty identifying the tacit knowledge in question, one wonders about how others 
might discover and acquire that knowledge, and over what duration. 
 
First, what is ‘knowledge transfer?’ Chen, McQueen and Sun (2013) advise that 
‘the knowledge transfer process focuses on transferring a specific type of 
knowledge from one unit to another. …The knowledge building process 
concentrates on absorbing particular knowledge from an external source; then 
applying it and turning it into a belief system’ (Chen, McQueen and Sun, 2013, 
p.362).  The problematic nature of turning something into a ‘belief system’ might 
suggest that ‘knowledge transfer’ is more like indoctrination than learning. When 
considering partly or fully offshored network partners, Chen, McQueen and Sun 
(2013) advise that ‘…very little is known about “how” the knowledge is 
transferred from onshore organisation (sic) and built at the offshore organisation’ 
(p. 363). It appears that the belief system envisaged at the recipient organisation 
of the knowledge transfer might be evasive.  
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Krylova, Dusya, and Crossan (2016) delve further into processes of ‘knowledge 
transfer.’ They explore improvisation, whereby the improvisations of ‘knowledge 
workers’ also enhance the ‘improvisational and idiosyncratic characteristics of 
KIO’s6 knowledge being transferred and of the knowledge transfer process’ 
(Krylova, Dusya and Crossan, 2016, p. 1054). Their studies of firms that engage in 
so-called ‘knowledge transfer’ practices reveal that counter-intuitive practices, 
embracing improvisation and idiosyncrasy, might be more effective in helping 
networked employees to attain useful knowledge than more structured and 
codified approaches. The lack of understanding of these types of interactions may 
reflect that ‘improvisation processes, in the context of minimal structures, are 
socially complex and path-dependent’ (Krylova, Dusya and Crossan, 2016, 
p.1054).  Perhaps allowing for these ‘enabling’ improvisational communications, 
and having  confidence that the learning will be of value, is not consistent with 
the approaches or values of the relevant decision-makers. Further, the question 
of ‘is meaning being established’ is absent.  Ben is aware of this, while clearly the 
relevant decision-makers are not.  Ben adroitly comments that this process was 
formerly referred to as ‘learning.’ 
 
The duration of these processes is consistent with Ben’s concern about the 
fraught idea of a ‘three month knowledge transfer period.’   Krylova, Dusya and 
Crossan (2016) find that ‘it takes time to trust and embrace a system of a few 
rules and objectives’ (p.1055). A larger number of rules and objectives might 
require an even greater time to construct the necessary knowledge (Krylova, 
Dusya and Crossan, 2016).  
 
The nature and role of tacit knowledge is also evasive.  Venkitachalam and Busch 
(2012) notice that ‘…there is lacuna (sic) in the literature’ (Venkitachalam and 
Busch 2012, p. 357)’; the ‘gap’ is larger than a fissure or a crevice, it is a ‘lacuna;’ 
existing theories leave unresolved issues that are unlike a missing piece in a 
jigsaw puzzle, and rather that those theories represent a gap of an unresolved 
                                                      
6 Knowledge Intensive Organisation’s (possessive form) 
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and hard-to-identify nature.  While the very nature of tacit knowledge is avoided 
by some, Venkitachalam and Busch (2012) recognise that ‘…we must distinguish 
between what we can say we know, and what a suitably equipped observer could 
say we know; between what we cannot put into words, and what cannot be put 
into words’ (p.360). Tacit knowledge is mysterious, and might be systemically 
ignored by those who prefer to avoid mysteries and refer only to more obvious 
explicit knowledge. Given the complex and problematic terrain upon which they 
find themselves, Venkitachalam and Busch (2012) ‘…also argue the need for 
future studies examining the philosophical underpinnings to tacit knowledge’ (p. 
366).  Once it is accepted that tacit knowledge exists, how to identify, work with 
and interpret that knowledge is not well understood.  
 
Park, Vertinsky and Lee (2012) examine ‘knowledge transfer’ in the context of 
tacit knowledge. They too point to the problematic nature of tacit knowledge and 
how learners acquire it. They argue that ‘despite the importance of tacit 
knowledge, we still lack a full understanding of how to facilitate its transfer, since 
most studies focus only on explicit knowledge transfer or on knowledge as a 
single concept’ (Park ,Vertinsky and Lee, 2012, p. 152). Their discussion fully 
supports Ben’s contention regarding duration and deeper interaction, arguing 
that ‘…creating opportunities for informal interactions and repeated observations 
are more effective in facilitating tacit knowledge transfer than formal 
communications, ad hoc advice provisions, and instruction’ (Park ,Vertinsky and 
Lee, 2012, p.169). People need to ‘get to know’ others in their own way for 
deeper learning to occur. 
 
These processes are not about what is willed or planned. Park, Vertinsky and Lee 
(2012) also argue that ‘willingness to share knowledge is less important than 
interaction since much of the “teaching” may be passive; learners interpret the 
practices they observe without active instruction’ (p.167). These authors 
recognise that all learning is not a product of what is sought, rather ‘tacit 
knowledge requires an exchange climate that facilitates contacts and interaction 
where the key channels for communicating tacit knowledge are non-verbal’ (Park, 
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Vertinsky and Lee, 2012, p.167). As embraced by this thesis, the true learning of 
people from various member network organisations is a product of many forms 
of human interaction, as meaning is constructed in multifarious ways, consistent 
with the work of Beedham (2005), Lamb (2004) and Van Manen (2006).  
 
Ben’s appraisal of ‘knowledge transfer’ progresses. He reflects on the ‘formal period’ for 
‘knowledge transfer’ and what was experienced… 
 
Ben continued,   
‘I suppose that's the idea of it.   You make it “KNOWL-edge TRANS-fer” 
and you say, “we're just going to time-box that” and say “there's a process 
that occurs in this time and then it ah…and then it stops...” because it's 
“signed off.”   And well of course that's not what happened, and in the 
end it was more of the old way, …people learn things bit by bit …and this 
went on for years and …it continued on project by project, over many 
years.’ 
 
Ben’s insight, and that of his local team members, was clear as he closed the point in this 
way, when I asked him about the period that followed… 
 
Ben said, after a very long pause:   
‘I think I learned sort of, partly what I knew.  …It really did confirm that 
even if you are getting in people from these so called professional 
organisations that say they can do all this stuff, that in reality, in a way it's 
a bit like recruiting staff to do it,’  
…to which I replied, ‘Everyone has to learn’ and Ben repeated,  
‘…everyone has to learn… There is no formula for “knowledge transfer.”’  
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As a learner, Ben’s ability to adapt and improvise are apparent. His deeper learning 
comes from his experience of this disparate and confused phase of this period in his 
working life. To reflect further upon Ben’s learning, we can consider what Rehm et al   
(2016) contribute on how roles can change in online communities; and the contributions 
of Yardley, Teunissen and Dornan (2012), regarding learning through experience.  
 
Rehm et al (2016) describe how individuals ‘are able to position themselves in the 
centre of their learning networks’ (p. 168). Through the cognitive level of 
engagement they are able to summons, these individuals become ‘crucial cogs’ in 
their network (Rehm et al, 2016, p.168).  The importance of these ‘crucial cogs’ 
reflects a different notion of ‘hierarchy’ than what occurs in conventional 
organisations.  In face-to face settings, there is more expectation that those 
higher in the organisational hierarchy will yield the greatest influence in their 
respective settings. When the dominant communications platform becomes 
online exchanges, this dynamic changes. In the online learning community, ‘it is 
possible for individuals to take a leading role in collaborative learning processes, 
irrespective of their background’ (Rehm et al, 2016, p. 168). Expectations of the 
originating source of dominance, importance and influence need to be adjusted 
to embrace this phenomenon.  In groups, often some will dominate others; the 
identity and background of these individuals cannot be anticipated. What can be 
anticipated is that these people who form the ‘crucial cog’ might be those least 
expected to perform this role. Such a construct is consistent with Ben’s 
experience: that these processes are more difficult and complex than is normally 
anticipated. 
 
The role of experience in learning has been well documented, especially in the 
twentieth century (see Dewey 1938; Holt 1976; Kolb 1984). More recently 
authors including Yardley, Teunissen, and Dornan (2012) have examined its 
application in contemporary settings. Their discussion emphasises that 
‘experiential learning is constructing knowledge and meaning from real-life 
experience’ (Yardley, Teunissen and Dornan, 2012, p. 161).  The idea that ‘real-life 
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experience’ leads to learning is ‘underpinned by the philosophical principle of 
constructionism (sic), from which perspective social interactions are fundamental 
to experiential learning’ (Yardley, Teunissen and Dornan, 2012, pp. 161-2). 
Experience of phenomena and interaction combine to contribute to knowledge 
that is unique to each individual. This notion is consistent with the idea that each 
individual will find a role in the online and social processes in the network setting 
at odds with that in a conventional or single enterprise setting.    
 
To conclude this account, Ben and the authors cited above make considerable 
sense when considering the overall context. Chen, McQueen and Sun (2013) 
describe ‘knowledge transfer’ as something that goes as deeply as a ‘belief 
system,’ and that this takes time (p.362).  The completion of its processes cannot 
be realistically reduced to a three-month period expressed in a contract.   
Effective ‘transfer’ relies upon processes which are improvisational and 
idiosyncratic (Krylova, Dusya and Crossan, 2016, p. 1054); they do not lend 
themselves to highly structured and codified processes.  The uptake of knowledge 
by a network member’s employees requires an unlocking of tacit knowledge.  
Tacit knowledge is evasive as a concept, and knowledge that is tacit is difficult to 
contextualise and express, and more so to pass on (Venkitachalam and Busch, 
2012).   The acquisition of tacit knowledge previously held by other people 
requires extensive informal communication and relationship building (Park, 
Vertinsky and Lee, 2012, p.169). We can expect different people to assume 
central roles in online settings than in conventional settings (Rehm et al, 2016), 
rendering these processes even less predictable than they might be otherwise.  
The learning that bears the title ‘knowledge transfer’ is subject of processes that 
are complex and varied in a way that the idea of a ‘three month transfer period’ 
becomes worthy of mockery.  
 
 
As a large body of theory and Ben’s experiences underline, effective learning is frequently 
experiential and socially based. This dominant twentieth century paradigm is amplified 
and embraced in the twenty-first century, as we embrace the relatively new ‘digital age’ 
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and an increasingly service-based emphasis in the western world. Ben makes pertinent 
points about ‘knowledge transfer.’ ‘Knowledge’ is not transferred in the same way that 
‘data’ is transferred, especially across organisational and ICT boundaries.   
 
6.3 They Were Not Getting to Know What we Were Doing 
Research Note: van Manen’s view that hermeneutic phenomenology involves 
‘investigating experience as we live it rather than as we conceptualise it’ is 
relevant, as Andy recalls his direct experience and then reflects upon it (see 
section 5.4.2).  Andy takes long pauses, concentrates and chooses words carefully, 
just as Lamb refers to an aspect of communication through language, involving 
‘types of diversity of expression - tempo,’ reflecting the deep consideration Andy 
gives to what he communicates (see section 5.4.2). Andy’s experience of conflict 
carries negative connotations, and is frequently found in networked, partnered 
organisational situations, as described by Lumineau, Eckerd and Handley (2015). 
The conflict might be advantageous or disadvantageous, depending on how it is 
managed (Newman and Zolkiewski (2012). The effectiveness of conflict 
management in Andy’s case is questionable, considering the discussion of Guinot, 
Chiva and Mallén (2015).    
 
We discussed a phase of Andy’s work with ABC (pseudonym) as a partnered 
organisation. Over a two-year period, work continued with ABC as a network 
partner and the network organisation concept was taking hold.  Extra partners, in 
the form of service organisations providing contract specialists, were being 
engaged. Andy described his situation,  
'I was coming off a period of redeployment for about six months... during 
the notice period you just still keep working and maintain continuity of 
employment. In the team they had both employees and ABC.’  
 
I asked Andy about the geographic origins of the partnered people...‘were they all 
locals, or were some from overseas?’ and he replied with a joke.  
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'They were locals, one was from Tasmania7 (Andy pauses and laughs) 
…and they were reasonably young.' 
 
Andy describes a period when it could be expected that anybody would be dispirited – the 
end of a period of six months’ redeployment, a phase when ongoing employment might 
or might not occur.  To complicate the situation, Andy is in a new role experiencing a very 
different environment than what he is accustomed to, whereby work team members are 
drawn from a variety of organisations on a contract basis. Clearly this period of 
disorientation affected him as he needed to recalibrate his interaction with team 
members from mixed organisational cultures. 
 
I asked Andy, 'What did you learn from that period?' He replied,  
'They were challenging my leadership of something where I was the SME 
(Subject Matter Expert); they saw me as competition. So they were not 
getting to know what we were doing.'  
 
Andy took a lengthy pause.  
'One of the main learnings would have been...’  
 
…then Andy really took his time, slowing to a word every second or so as he said  
‘... around... working ...with ...someone... who has come in as a 
contractor... and there was clearly conflict between me and them.  
Probably at one point I had done the wrong thing... there were these 
contractors, questioning everything we did, and I spoke to the project 
manager again and said that we didn't have the time, they were wasting 
our time.’    
 
Andy paused for a while.  
                                                      
7 This is a humorous reference: Tasmania is a State (province) of Australia, comprising the second 
largest island of the Australian continent and several smaller islands south of Bass Strait, while 
Andy is based in Melbourne, Victoria on the main continent north of Bass Strait. A common joke is 
that Tasmania is ‘overseas.’ 
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‘I wouldn't do that again, I would talk to the person first, before escalating 
it... probably in retrospect I would do it differently next time...'  
 
I asked Andy what the problem was.  Andy replied,  
'They were challenging my leadership of the analysis, I was the lead 
analyst; they saw me as competition. They were not getting to know what 
we were doing. They were just challenging us all the time… and you just 
want to get on with the job.’ 
 
Lumineau et al (2015) refer to conflict in inter-organisational relationships, 
wherein ‘conflict is a key characteristic …since these arrangements tend to 
contain within themselves the seeds of behavioural contradictions (cooperation 
vs. competition), temporal contradictions (short term vs. long term), and 
structural contradictions (rigidity vs. flexibility)’ (p. 43). This relates to Andy’s 
experience, as the conflict was caused by competition and producing challenging 
behaviours.  Andy resented this waste of time because he regarded the success of 
the overall project as more important than the conflict, apparently at odds with 
the ‘challenging’ contractors. Andy’s concern for productive success reflects his 
overall concern for the well-being of the firm that employs him. The temporal 
(short term or long term) and behavioural (cooperation vs competition) 
considerations of Lumineau, Eckerd and Handley (2015) are borne out in Andy’s 
experience.  
 
As ‘inter-firm partnerships are largely self-governed arrangements,’ further 
conflict might ensue (Lumineau, Eckerd and Handley, 2015, p. 44). This 
phenomenon becomes even more problematic if the conflict escalates because  
with inter-organisational conflicts the conflict resolution frequently involves 
numerous decision makers within each firm due to multi-point relationships. This 
multiple decision maker feature further complicates the management of inter-
organisational conflicts. - Lumineau, Eckerd and Handley 2015, p.45. 
 
Andy realised that the escalation of the conflict might have been counter-
productive, as he reflected that he might do things ‘differently’ next time. This 
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insight might recognise the problematic nature of conflict in the inter-
organisational setting. 
 
Andy’s situation is one of conflict in a multi-outsourced setting, with one 
significant partnered organisation and a number of other external providers who 
are smaller players on the one project. Newman and Zolkiewski (2012) discuss 
conflict in outsourced situations, advising that ‘conflicts within relationships are 
unavoidable …and not all conflicts are bad’ (p.13). Newman and Zolkiewski (2012) 
also report that ‘…aggressive methods such as domination, confrontation, 
ignorance or avoidance of resolving issues can carry negative implications’ (p.10). 
The behaviours described by Andy have negative implications for learning 
amongst the entire work group. The degree of cooperation is also at question, 
and ‘conflict is seen as a positive element in the development of stronger, more 
productive business relationships as long as the level of cooperation is as high as 
the level of conflict’ (Newman and Zolkiewski, 2012, p.10). Andy struggled to find 
sufficient cooperation to offset the aggressive behaviour of the ‘challenging’ 
contracted personnel. 
 
Newman and Zolkiewski (2012) also point out that ‘it is important to reiterate 
that conflicts can be favourable in relationships if they are managed efficiently’ 
(p.13). Effective management of conflict is not a phenomenon reported by Andy 
in this instance. Any further action evokes further conflict. 
 
Guinot, Chiva and Mallén (2015) refer to a recent shift in literature, including that 
a ‘paradigm shift in management includes a change from self-centeredness to 
interconnectedness and moving from self-interest to service and stewardship’ (p. 
86). This recent trend was not evident in Andy’s setting. ‘Relationship conflict may 
impede certain behaviours that are essential to the development of learning 
within organisations’ (Guinot, Chiva and Mallén, 2015, p. 87). Andy’s experience is 
that the initiators of the conflict are the main stakeholders whose learning is 
adversely affected, as Andy reports that these people ‘challenge’ rather than 
‘enquire.’ 
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Andy is gaining valuable knowledge: that organisational change involving various other 
organisations can cause conflicts that might not have been conceivable in a traditional 
organisational setting. While Andy’s major concern is that time is being wasted, it is the 
counter-productive effort that underpins his frustration with the conflict.  Fortunately, the 
effort is not a total ‘waste’ as Andy learns more about conflict than he learns concerning 
his formal role. The meaning that Andy derives from the situation concerns relationships 
more than the content of the work. Decision-makers who established these structures 
might not have anticipated issues like this extraordinary level of frustration. 
 
6.4 This is What is on my Mind 
Research note:  van Manen’s idea of ‘maintaining a strong and oriented 
pedagogical relation to the phenomenon’ relates to Mel’s revelations, as Mel 
demonstrates that he is actively learning by reflecting on his experience (see 
section 5.4.2). Lamb's ’types of diversity of expression – tonal qualities …and 
intervals’ (see section 5.4.2) resonate as Mel adopts a calm and reflective tone, 
and takes a long pause to consider and arrive at his comments. Mel’s comments 
on trust and its evolution are consistent with the findings of Swift and Hwang 
(2013) and Cai, Goh, de Souza and Li (2013), while his very Australian views on 
mateship and multiculturalism in this context are fascinating in the context of the 
work of Ng and Metz (2015). Mel’s descriptions and reflections render him part of 
the trend to global leadership as explored by Cseh, Davis, and Shaista (2013).   
 
I asked Mel about his satisfaction levels in his relationship management work 
with the main vendor organisations.  
‘With the behaviours, the trust relationship was missing at the start but it 
grew over time.’   
Mel took a lengthy pause. He relaxed and, in a reflective way, continued.   
‘Over time most of the folks that we work with from different vendors, 
they seem to turn over, they would work in their role for 18 months, some 
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stay longer, some stay shorter, but usually they turn over every one to 
two years, so we got used to that; but we could find it quicker to work 
with those who came in later because they had been learning something 
from those before them along the journey.’ 
A recurring theme in these extracts is that the core organisation expects continuity of 
personnel from its vendors.  Mel and his colleagues became accustomed to the ongoing 
turnover of employees in vendor organisations; the fact that this assimilation of the 
turnover issue had to occur suggests that greater continuity was expected. Becoming an 
increasingly networked form of organisation does not lead to permanence: more the 
opposite, temporariness.  The continuity that Mel provides during these changes renders 
his role more significant than that provided by vendors’ representatives.    
 
I asked how organisations could do all of this more quickly; were there ‘keys to 
success?’  Mel chuckled lightly, and replied,  
‘I think it’s supposed to be the case that in Australia, we say we want to be 
mates with everyone but in reality we never took the time to do the team 
building; right?  Do the bonding, really see ourselves as one team. In the 
early stages we had a lot of this commercial, contractual, work at arm’s 
length, because we need to keep you in your place.  It took a long time for 
the team building to take place. 
 
‘Perhaps at the start we didn’t tell each other as much as we should have, 
…we probably kept things back …maybe it was a bit of job insecurity, we 
were maybe a bit reluctant to show the down side, like if there is a 
problem we have we wouldn’t look as good.’ 
 
I asked about whether there were key people who Mel had learned from. He 
replied,  
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‘I’ve still got good relationships with key people from those two 
organisations I started with, even though they are in different roles. I think 
it’s because I took the time to step aside with these folks, talk about those 
things and observations.  There was sufficient trust to say to them, “this is 
what is on my mind.”’ 
 
I commented, ‘You and the people from the vendor situation took off your 
corporate hats and put on your personal hats.’ 
‘Yes,’ Mel replied. 
 
The process of establishing trust that Mel has described has been discussed by 
authors including Swift and Hwang (2013), who define trust as ‘the willingness of 
an individual to put oneself in a position of potential vulnerability to someone 
else’ (p. 24).  Mel insightfully recalled that he might not have been willing to 
display and of his or his core organisation’s vulnerabilities to the vendors, and 
were effectively part of the problem.  Trust needs to be fostered, and Swift and 
Hwang (2013) go further to describe two forms of trust. ‘Affective trust is a result 
of personality cues and sensory connections. Cognitive trust is based on concrete 
connections such as shared backgrounds and experiences that remove 
uncertainty from the relationship’ (Swift and Hwang, 2013, p. 24). Mel recalls that 
his organisation did not do enough to encourage the trust referred to by Swift 
and Hwang (2013). While ‘the strength of social networks is positively related to 
knowledge sharing in an organisation,’ (Swift and Hwang, 2013, p.24) steps to 
build those social networks were not put in place by Mel and his core network 
organisation. Mel said that enough was not done, that the commercial 
relationships that commenced were such that his organisation had to keep the 
vendors at arm’s length. Mel admitted, ‘It took a long time for the team building 
to take place.’ 
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The issues that surround trust for Mel and his colleagues are consistent with the 
research of Cai et al (2013), who argue that ‘a buyer is more willing to help an 
upstream party to further develop production capacity and capability if it believes 
that the supplier is trustworthy and has the potential to emerge as a reliable 
service/product provider in the long-run’ (p. 2071). The reluctance of Mel and 
others to share information is reflective of this idea.  At that stage, the suppliers 
had not been sufficiently evaluated through experience to enable sufficient trust 
to develop.   
 
Mel’s Australian-ness is displayed further here, and as noted in other sections, 
Mel is in his role because of his (relatively) broad global experience compared to 
his Australian peers.  Australia, Mel’s home country, has been subject of 
international commentary on multiculturalism. Ng and Metz (2015) cite a 2010 
international study of multiculturalism in which Australia ranked highest for 
multicultural policy, followed by Canada (p. 258). Australia’s approach to 
multiculturalism is one of integration, whereby ‘mutual accommodation is 
required by both the dominant (host country nationals) and minority (immigrant) 
groups’ (Ng and Metz, 2015, p. 257). While Mel’s vendor organisation 
representatives were not immigrants, they were foreigners, and the ‘mutual 
accommodation’ referred to here is insufficient on Mel’s side. Mel’s commentary 
reflects another comment by Ng and Metz (2015), and that is that ‘there is 
widespread public recognition that racial prejudice exists in Australia’ (p. 256). 
Mel’s criticism that he and his Australian colleagues might not have done as much 
‘team building’ as they might have with a local vendor are salutary. Mel’s insights 
could potentially be seen as prejudice. Either way Mel is clearly doing his best. 
 
Mel’s comment that more team building was required is also salutary. Swift and 
Hwang’s (2013) study recommends that  
organisations that are interested in promoting organisational learning through 
knowledge sharing enhancements should consider the need to first develop 
165  
affective and cognitive trust, and work related social networks so as to build a 
foundation for organisational wide learning to take place. - Swift and Hwang, 
2013, p. 33.  
While Swift and Hwang are not specifically referring to network organisations, 
their recommendation resounds with Mel’s reflections. 
 
Mel is well advanced in his interview, and he is starting to demonstrate that 
leadership takes different styles in a context that is not national or even 
specifically multicultural but increasingly global. The idea of global leadership is 
expounded by Cseh, Davis, and Shaista (2013).  They argue that ‘Cultural 
competence and cultural intelligence are often mentioned in the management 
literature as prerequisites for successful functioning in the ever-changing global 
business landscape’ (Cseh, Davis, and Shaista, 2013, p. 491). Mel and other 
managers are realising that the cultural dimension is an increasingly important 
one for their success. Cseh, Davis, and Shaista (2013) take this further when they 
emphasise that a ‘global mindset mirrors self-confidence balanced by humility 
and generosity, and like cultural competence and intelligence encompasses skills 
such as flexibility and adaptability, collaboration and listening’ (p. 491). Mel is 
willing to recognise his own faults and weaknesses, and his own need for greater 
openness when he admits that he and his Australian colleagues ‘probably kept 
things back’ when they needed to be more open in the initial stages with their 
Indian vendors.  Further, Mel’s recollections suggest alignment with Cseh, Davis, 
and Shaista’s (2013) finding that for their research participants, ‘self-reflection 
leading to the “self-awareness of otherness” as well as reflection with others 
were at the core of learning and developing the global mindset of these leaders’ 
(p. 494). Mel is clearly part of this phenomenon. 
 
By the end of this extract, Mel recalls that he had formed deep and trusting 
relationships with representatives of vendor organisations when he said, ‘There 
was sufficient trust to say to them, “This is what is on my mind.”  Mel has 
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achieved the creation of the types of ‘social networks’ that Swift and Hwang 
(2013) describe (p. 24). 
 
The learning that has taken place here relates very much to relationship building and 
team formation across boundaries of organisation, nationality and language. From these 
experiences, Mel has learned part of what it means to be part of the shift to global 
leadership in a complex international and inter-organisational context. It is highly likely 
that the experiences of those in the vendor organisations have been as profound as Mel’s. 
If this is the case, some very powerful lessons have been learned about managing and 
forming relationships and learning in the complex environment of the MNC network 
organisation.    
 
 
6.5 Give it a Certain Amount of Time  
Research note: van Manen’s idea that hermeneutic phenomenology involves ‘a 
phenomenon which seriously interests us and commits us to the world’ is 
consistent with the depth of Andy’s engagement with, and learning from, the rich 
series of events which leads to his comments about timing and respect (see 
section 5.4.2.) Andy’s bright, hastening then slowing use of language is consistent 
with what Lamb describes as ’types of diversity of expression: tempo, tonal 
qualities and intervals’ (see section 5.4.2). Andy describes the need for an 
engagement model, consistent with the work of Finlayson and Douglas (2015), 
and perhaps the application of something like an accountability matrix (Costello, 
2012).  The dynamic and hectic nature of the work was reported, consistent with 
the ‘stormy change’ commentary of Alaranta and Alin (2014).  Andy volunteers to 
be part of this major change and enjoys being part of it, consistent with the ‘pro-
change behaviour’ considerations presented by Fuchs and Edwards (2012). Andy’s 
experience relates closely to the findings of McCann (2014) and notions of ethical 
leadership as presented by Den Hartog and Belschak (2012). 
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Andy and I turned to the most recent three years of his career. I asked, ‘When it 
started, what was your situation and what did you learn from the job?’ He 
became bright and animated about what had been a period of rich learning for 
him. 
'I volunteered to be seconded to be a tester in the new central testing 
team, as well as performance and automation, as a test analyst. Initially I 
was working on small enhancements.  Often they were produced by 
external developers, and after twelve months I got a promotion to a test 
lead role, and I had to source testing specialists from WWW, a contractor 
pool and locals, and I would source them, to fill testing positions, and then 
co-ordinate the testing phase, check what they were doing, checking 
things off...’ 
 
I asked him about the main things he was learning.  Andy replied,  
‘Mainly that the WWW model was not mature enough. With the external 
contractors I learned a bit about resource management.  Things were 
pretty dynamic, and they were hectic.  People would come in wanting 
resources without much notice. We really needed an engagement model, 
it was very messy, but we had to source people very quickly, and I learned 
about (Andy slows down) interviewing... external contractors... and being 
flexible... about things like putting someone on to meet demand and then 
they decide they are not ready so you have to find something else for 
them to be doing...’ 
 
Andy’s promotion sets new challenges for him. First he volunteers to change roles from 
ICT Business Analyst to Test Analyst.  Being in a network organisation establishing a ‘new’ 
central function for testing is a rich learning environment.  Andy’s daily decision-making 
represents at a micro level the complexities of network organisation management. 
Resource procurement and load balancing, flexibility, and complex communications are 
critical for him in this situation.  It is noteworthy that in his role, the ‘WWW model was 
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not mature enough.’  Adopting the (assumingly effective) procedures of a large 
international professional services provider like WWW does not assure results. Andy is at 
the cutting edge with this issue. 
 
The ‘engagement model’ that Andy refers to might refer to a model concerning 
‘levels of employee engagement …for project outcomes of trust, 
interdependence, co-ordination and communication’ across organisational 
boundaries such as that posited by Finlayson and Douglas (2015, p. 15). The 
model developed by Finlayson and Douglas (2015) for a construction project 
incorporates dimensions of meaningfulness, availability, safety and organisational 
commitment (p. 15). It is noteworthy that the Finlayson and Douglas (2015) 
employee engagement model incorporates themes within these dimensions 
including recognition, reward, intellectual and social engagement, interactions, 
learning and career paths. These themes are relatively foreign to the business and 
management literature concerned with network organisations in outsourced, 
multi-sourced, offshored and contract styled arrangements.  Ideas like these are 
more common in the literature that generically addresses ‘the organisation’ in the 
traditional sense. 
 
Andy might also be referring to an accountability matrix such as the RACI 
(Responsible-Accountable-Consult-Inform) model, which is broadly applied in 
project and ICT settings (Costello, 2012, p.64). Andy criticises the ad-hoc nature of 
the multi-sourced arrangements in which he is located, which were set up at 
rapid speed.  He says ‘the WWW model was not mature enough.’   No mention is 
made by Andy of anything like an accountability model like RACI, in which there is 
only one person ‘accountable’ for completion of the work, those who are 
‘responsible’ to complete each respective task, those who are ‘consulted,’ and 
those who are ‘informed’ (Costello, 2012, p. 64). Systems and structures might 
presumably be set up sometime in future; the need for these has not been 
adequately addressed in the planning stages for Andy’s new work area. 
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Andy is being exposed to ‘stormy change,’ a phenomenon addressed by Alaranta 
and Alin (2014).   They point out that in ‘”storms,” past plans, procedures and 
experience lose value and become obsolete’ (Alaranta and Alin, 2014, p.2).  This 
phenomenon appears odd when during ‘stormy changes,’ there are ‘practices and 
tools that would require them’ (Alaranta and Alin, 2014, p.2).    Alaranta and Alin 
(2014) discuss steps to encourage innovation in settings like Andy’s; some 
innovative ‘engagement model’ work might alleviate many of the issues Andy 
confronts. 
 
Andy’s willingness to volunteer for the new testing area is what Fuchs and 
Edwards (2012) describe as ‘pro-change behaviour’ (p. 40). Fuchs and Edwards 
(2012) explain that ‘change initiatives have such high failure rates (because) 
management often fails to recognise the importance of the human element of 
organisational renewal or the importance of ensuring that employees are 
supportive of the change’ (p. 40).  Andy’s volunteerism is a pro-change behaviour, 
which ‘can be considered particularly important for change success (when 
compared to more attitudinal concepts such as commitment to change) as it is 
the behavioural extra effort or change-related citizenship behaviour that is seen 
to actually drive and push change interventions towards completion and success’ 
(Fuchs and Edwards, 2012, p. 40). Andy’s initiative to volunteer is obviously 
rewarded with his promotion, symbolising the positive effect his behaviour has 
had for his employer and these complex organisational arrangements. 
 
Andy’s core network organisation MNC has outsourced a great deal of work, has 
located WWW (the main outsourced service provider) on the core organisation’s 
premises and also overseas, and is using a range of contractors from other vendor 
organisations and its own home-base employees to set up this new testing unit. 
The result is typical of post-offshoring MNC settings, whereby the issue for many 
workers was the ‘fragmenting of workplaces and the creation of new work 
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frustrations’ as reported by McCann (2014, p. 251).    McCann’s (2014) research 
found that ‘levels of morale and trust between management and employees were 
reportedly low, work intensification was widely noted, and many workers were 
disaffected and emotionally detached from their firms’ (McCann, 2014, p. 251). 
McCann (2014) also found ‘employees reacting with resigned compliance and 
cynicism, amid fragmenting and increasingly complex workplaces’ (p.255). This 
has not occurred for Andy but might be the case for some less engaged 
employees. 
 
Andy has been a willing volunteer, pro-active to change, with many of his 
colleagues in a disaffected state, and a perspective that employees have been left 
out of considerations, not consulted, and not given enough time and information 
to effectively embrace change. Den Hartog and Belschak’s (2012) discussion of 
ethical leadership is salient here.  Den Hartog and Belschak (2012) express the 
view that ‘the positive social exchange relationship employees are likely to 
develop with ethical leaders who treat them fairly, allow them voice, and act in a 
caring and respectful manner implies followers will want to reciprocate by 
showing positive behaviours’ (pp. 37-38).  Andy goes some way towards these 
‘positive behaviours’ in his context.  
 
Andy and those around him are learning about flexibility, adaptability and a need to 
gauge accurately the expertise and processes of the vendor organisation, and also for 
other test specialists involved in the new central testing function. Assumptions about the 
capabilities of professional service providers marketing their expertise need to be 
challenged.  Plans to involve multiple stakeholders across multiple organisational 
boundaries need to be thorough. Models and processes for engagement and work 
activities need to be developed, as for any new work organisation.  People like Andy have 
worked to overcome the organisational obstacles around them.  The main lessons learned 
are not how to become better test leads or test analysts: they have more to do with what 
it means to achieve progress in challenging environments. These challenges typify these 
network organisation settings.    
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6.6 In Conclusion: The Dimension of Time 
Andy, Ben and Mel struggle with implications of time: of excessive durations, 
unreliable time estimates, and competing notions of timing and urgency within 
and across organisational boundaries.    Further, time increases in importance as 
it is multi-dimensional and involves more than what is represented in clocks and 
calendars.  Time is experience itself, and as Hopwood (2016) argues, ‘times are 
social and material enactments’ (p. 355).  The muti-dimensional texture of time 
concerns time for connectedness. For relationships, meaningful communication 
and learning, time can be a major source of frustration due to conflicting 
perceptions and constructions in network organisations. 
 
 
 
 
  
172  
Chapter Seven 
Connectedness and Space 
7.1 Space to Discover and Learn 
Space is another of Hopwood’s (2016) four textures of workplace learning. 
Hopwood’s (2016) textures exist in dimensions where practice and learning are 
inseparable, relating to time, space, embodiment and things.  Spaces are ‘socially 
and materially produced,’ representing a ‘coming together of trajectories’ 
(Hopwood, 2016, p.356). People co-habit spaces. Space interacts with time, in 
that ‘spatial textures establish connectedness in action not only for the fleeting 
duration of each coming together of trajectories, but between the past …and the 
future’ (Hopwood, 2016, p. 357).  Time and space can be transient and inter-
related concurrently.  van Manen and Adams (2009) determine that ‘space carries 
the meaning of temporal and physical expanse as well as the time spent in an 
experience’ (p. 12). Establishment of meaning involves the occupation of time 
and space.   These accounts exemplify the meetings of trajectories to which 
Hopwood (2016) refers, wherein people encounter spaces in ways that promote 
or inhibit learning.  
 
7.2 They Didn’t Even Have an Idea of How Much they Needed to 
Know 
Research Note: van Manen’s idea that we engage with essential themes that 
relate to the phenomenon is highly relevant, as this ‘outsourcing of a function’ is a 
repeated theme in these portrayals (see section 5.4.2). The change in pitch when 
Trish becomes serious conveys much of her meaning, consistent with what Lamb 
characterises as ‘types of diversity of expression – pitch’ (refer to section 5.4.2).  
Trish’s description of overseas outsourcing reflects an inadequate heed to the 
advice of authors including Krstic and Kahrovic (2015) on transition processes. This 
account also questions the quality of service provider management, as discussed 
by Lahiri, Kedia and Mukherjee (2012).  Assumptions of client organisations 
regarding quality and continuity of service provider workforces are questioned by 
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Messner (2013), Damirbag, Mellahi, Sahadev and Elliston (2012), and the Institute 
of Chartered Accountants in Australia and Ernst and Young (ICAA) (2011).       
 
Trish described her experience when the local help desk for her unit’s knowledge 
management system was closed and the work went to India. She related,  
‘They moved the help desk to India in about 2007, ...that really was hard 
for us all because the knowledge we had about the system, ...and because 
of the nature of the work, and because of their help desk personnel, it 
never worked...' 
 
Trish paused for a few moments, and her voice became quite stern. Trish 
continued,  
'The knowledge that we had, ... they did not have the knowledge, and I 
didn't have that knowledge, …I could personally deal with basic inquiries 
or find out the answers... but the deeper knowledge, …they didn't even 
have an idea of how much they needed to know to be a help desk for a 
document management system, and with the churn and burn that they 
had, they were help desk people and they would learn a bit and then just 
leave and we would be left with nothing. It was appalling, it was just 
appalling... they had absolutely no idea of what was expected...  
 
Trish was upset by the manner in which the help-desk was never handed over from the 
original help-desk to the outsourced one; decision-makers had eliminated the local 
function before creating the overseas one, assuming that the overseas provider could 
provide equivalent service.    
 
Trish’s recollections represent the forms of unpleasant experience associated 
with poorly managed outsourcing transitions.  Krstic and Kahrovic (2015) canvass 
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optimal approaches to business process outsourcing. They describe ‘process 
transition’ from an insourced version of a process to a ‘service provider site in a 
commonly agreed upon outsourced form’ (Krstic and Kahrovic, 2015, p. 36).  They 
discuss the ‘apparently simple process movement’ (Krstic and Kahrovic, 2015, p. 
36) of transition as one in which errors often occur due to complexity in the 
following forms:  
acquiring the process knowledge, if the candidate process is unmanaged at the 
client organisation; enhancing the candidate process so as to bring its 
performance at the settled upon level; and to implement this improved version 
of the process at the service provider’s site. - Krstic and Kahrovic, 2015, p.36. 
  
Trish’s organisation had closed the helpdesk assuming that the new outsourced 
version could work without a comprehensive handover; either the complexity of 
this highly specialised ‘help desk’ was under-estimated, or the service provider 
made false claims to the expertise. Either scenario challenges the quality of the 
overall management of the transition process. 
 
Lahiri, Kedia and Mukherjee (2012) studied ‘105 Indian Business Process 
Offshoring (BPO) service provider firms’ to examine ‘the moderating influences of 
management capability on the degree to which firm-specific resources are able to 
contribute to firm performance’ (p. 145). Among their key findings were that  
Indian providers need to constantly acquire, generate, nurture, upgrade, deploy 
and retain their valuable intangible resources, both internal and relational’ and 
that ‘managers need to continuously emphasize to all categories of employees… 
the significance of …strong partnerships with the clients and fulfilling their 
expectations in the best possible manner - Lahiri, Kedia and Mukherjee, p. 153.  
 
They also refer to ‘the correct recruitment techniques, hiring industry-ready 
manpower and providing suitable industry and client-specific training’ as key to 
success (Lahiri, Kedia and Mukherjee, p. 153). These elements were non-existent 
when Trish had this ‘appalling’ experience. 
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Trish’s comments on ‘churn and burn’ also resonate, as decision-makers choose 
to outsource work hoping that this step will solve problematic levels of workforce 
commitment and attrition. Workforce commitment in provider organisations is 
itself problematic.  Messner (2013) studied organisational culture and employee 
commitment in the Indian ICT sourcing industry, finding that ‘when there is a 
reciprocal feeling of pride, loyalty, and support between employees and the 
organisation, employee commitment increases’ (p.91). Messner (2013) found that 
when employees work in an organisation ‘which they perceive to encourage and 
reward them for performance, excellence, and innovation, their commitment to 
the organisation increases’ (p.91). Messner’s (2013) findings reinforce ‘the need 
to continuously invest in programs, processes, and systems which target 
organisational culture in a way that employee commitment is improved’ (p.95).  It 
would be difficult to conceive that Trish’s Indian colleagues worked in an 
organisational setting with these characteristics. These deficiencies also bring to 
question the continuity offered by provider organisations.  
 
Demirbag et al (2012) report that ‘high and chronic employee turnover is one of 
the most challenging issues facing BPO (Business Process Outsourcing) 
organisations in India’ (p.178). They cite studies confirming labour turnover rates 
as high as 40% per annum in the industry. The authors address a phenomenon 
rare in the Western world, ‘job abandonment,’ especially in the call centre 
industry. Also labelled ‘no call/no show,’ people simply abandon their jobs in an 
‘abrupt and un-informed departure’ (Demirbag et al, 2012, p.178). This is 
consistent with an ICAA report (2011), which warns that ‘India is experiencing 
worrying attrition rates as the work force becomes more affluent and discerning’ 
(p. 7). The ICAA (2011) also advises that ‘staff retention can be a considerable 
challenge in many offshore markets, where staff turnover can be as high as 30% 
per annum’ (p. 28).  Network organisations failing to conduct extensive due 
diligence on vendor organisations, and also neglecting the continual monitoring 
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of the quality and stability of management groups and employees, experience 
difficulties.   
 
Trish and her colleagues’ lessons are unwelcome.  As experience unfolds, we are met with 
challenges in a ‘network organisation’ that are less common in a ‘conventional 
organisation.’  Experiences like these are among those that drew my attention as a 
researcher away from a more simplistic, ‘single answer’ response to my research 
question.  Trish’s experience is the essence of the dysfunction, frustration and dissonance 
expressed by research participants. Much of the knowledge acquired has more to do with 
resilience and determination than ‘forms of communication.’ The establishment of 
learning relationships becomes even more problematic within network organisations.  
 
7.3 It’s an Insult; They Invented it  
Research note: The commitment Ben expresses about his colleagues evokes the 
van Manen concept of a phenomenon which seriously interests us and commits us 
to the world, as this is just what has happened for Ben over the period prior to 
‘knowledge transfer’ (see section 5.4.2).   Lamb’s ‘types of diversity of expression – 
articulation’ relates to the manner in which Ben conveys messages of ‘disgust’ and 
‘admiration’ as ‘they invented it,’ along with Ben’s pride in the quality of complex 
product systems.  ‘Tacit knowledge’ is a recurring theme, following the ideas of 
Venkitachalam and Busch (2012), and constructivist perspectives offered by 
AlDahdouh, Osório and Caires (2015). Decision-makers’ lack of understanding of 
their organisations’ technologies is discussed by Ticktin (2016).What is being 
learned about ‘what work to keep and which activities to outsource’ is a telling 
topic that is addressed by Edvardsson (2015).   
 
I asked Ben, ‘most people say that we're not aware of all of our knowledge, and 
how do you think that works here?   Do you think that there is enough of a 
recognition of the role that tacit knowledge plays? 
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And Ben communicated an element of disgust,  
‘Well this is where we can throw ourselves back to the early days in 2005 
…one of the big issues that were really thrown back at management 
...people were to say ...that “it's an insult to suggest that that is 
knowledge transfer.”’ 
 
I asked Ben how long these local people had worked with these systems. Through 
a broad grin he announced, ‘They invented it.’ 
 
That’s right Ben, we call someone a ‘knowledge worker,’ and it takes a ‘knowledge 
worker’ fifteen or twenty years to acquire the requisite knowledge for a complex role.  
Deep, broad understanding and wisdom has been gained developing and maintaining 
core ICT systems that have evolved over decades.  It is intriguing to Ben that someone 
might have the gall to suggest that this degree of knowledge can be ‘transferred.’ It 
sounds like a distasteful joke. 
 
Ben continued:  
‘Some systems are reasonably simple, like accounting systems and that 
sort of thing. They work better as off the shelf systems, they can be off the 
shelf. …There’s not that much room to do things differently. But product, 
what you offer out to your clients, everything that’s different to your 
competitor… (Ben stops himself and pauses)… These systems are legacies, 
…the legacies of all your marketing people’s dreams over the years. The 
product systems are what makes you unique, they are what makes you 
stand out from your competitors.’ 
Adding to Ben’s comments on the hidden intricacies of his team’s work is this added 
dimension: an understanding of business implications. The systems are automated using 
ICTs. Had they not been ICT-based, the outsourcing of this work would not be practical or 
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contemplated. Ben disapproves of giving up to vendor organisations business information 
that represents ‘competitive edge.’ Businesses cannot ‘outsource’ pride in product. 
 
The theme of tacit knowledge recurs. Understanding established by creation is 
difficult to replicate. Venkitachalam and Busch (2012) comment that ‘what 
remains unanswered is the extent to which the phenomenon of tacit knowledge 
residing in team environments and narrative knowing influence one another’ (p. 
365).   The inability to explain what one knows contradicts the idea of ‘knowledge 
transfer.’ AlDahdouh, Osório and Caires (2015) add to this argument by referring 
to constructivism, whereby ‘the knowledge is inside the learner's mind built 
through the process of meaning-making’ (p.15).  The building of knowledge by the 
learner can be an untidy process; this is also a concept that requires greater 
understanding in situations like Ben’s. 
 
Ben’s disclosures suggest that senior management’s decision to outsource this 
work was formed ignorant of the role, importance, and size of the systems. 
Ticktin’s (2016) research finds that ‘managers from the top of the corporate 
hierarchy to the bottom are often at a complete loss to fully understand what 
their IT infrastructure consists of…’ (p. 215).  Ben can see this. To explain this 
phenomenon, Ticktin (2016) also reports that ‘IT culture is derived from the 
military and combined with business culture, so those rules are often a 
combination of crude directives and MBA-style methods’ (p.214). The deeply 
embedded culture that Ben and his colleagues confront when ‘throwing 
something back’ (Ben’s words) at management underlines this military-like 
culture: knowledgeable team members had no input to outsourcing decisions, 
and senior managers have been distant from the work itself.   
 
What work to retain, and what to outsource, also arises; Ben’s employer decided 
that this work is appropriate for outsourcing, contrary to Ben’s appreciation of its 
significance. Edvardsson (2015) would identify with Ben’s views, advising that 
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‘rare and precious resources which are not easily copied form the key to a 
company’s success and are regarded as core competencies,’ (p.33) and are 
therefore better retained by in-house, rather than networked, personnel.  The 
fact that deep knowledge of these systems is difficult to communicate and 
replicate bears out the concept that these ‘product systems’ represent core 
competencies.  Edvardsson (2015) goes on to argue that ‘such resources are 
difficult to imitate because of their special historical origin, (so) their link to long-
term competitive advantage is not easily explained’ (p.33). Edvardsson (2015) 
notes that ‘such resources should be supported, while others are more suitable 
for outsourcing,’ and that ‘companies should be wary… of outsourcing service 
activities where physical presence and high skills are of particular importance’ 
(p.33). Edvardsson (2015) might ascribe the work described by Ben this ‘high 
skills’ designation. 
Some of Ben’s colleagues ‘invented’ a system, have made it work, and might, like Ben, 
take great pride in it.  The same people are asked to ‘hand it over’ to an external 
organisation.  Ben is learning that core capabilities need to be nurtured. This ‘learning by 
experience’ builds on communications within and outside Ben’s core organisation.  If Ben 
is learning how to ‘do things better,’ he is also learning ‘what not to do’ as a network 
organisation.   
 
7.4 We Had to Do it All 
Research note: van Manen’s approach to hermeneutic phenomenological research 
includes ‘a phenomenon which seriously interests us and commits us to the world,’ 
consistent with Andy and his colleagues’ determination to succeed; Andy recalls 
that ‘we had to do it all’ (see section 5.4.2).  Lamb describes the paralinguistic 
features, ‘types of diversity of expression – volume and pitch’ which Andy applies, 
describing displeasure (see section 5.4.2).    This account describes what Alaranta 
and Alin (2014) refer to as ‘stormy change’ (p. 4), while Andy and his colleagues’ 
identification of skills and procedural knowledge gaps reflects Raman, Budhwar, 
and Balasubramanian’s (2007) appraisal of human resources issues in outsourcing 
settings. Issues and risks confronted by Andy’s employer reflect those documented 
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by Pratap (2014), as Andy and his colleagues improvise to rescue the situation, 
doing work intended for vendor organisation employees.      
 
Andy described another phase of his working life in network organisations. I 
asked, ‘Now we move to your work as a Business Systems Analyst (BSA) with 
Indian developers. An outsourced company was doing the development. How did 
it work for you?’  
 
Andy replied with a raised voice, recalling agitation at the time.  
‘I …got a role, as a BSA on the Snow Project.  They had restructured 
development. …work had gone to Bangalore. At that point they had 
…some of WWW onshore with us, and some offshore.’    
 
The in-house ‘development’ (technical design and ICT coding) staff have either been made 
redundant or assigned to other work areas. After removing people from these roles, the 
core organisation outsourced the work to staff from WWW, a ‘partnered’ organisation in 
the network. It was assumed that WWW employees would be competent without training 
from local experts.  Andy described what was failing. 
 
Andy resumed,  
‘When I started it was from the employees …there was quite a reaction, 
and that was due to a lack of knowledge from the partners; a lack of 
quality work, a lack of quality procedures. There were also issues with 
continuity. They would train new contractors and then they would leave.  
And so local people were saying, “Why do we have to train people who 
are replacing people from WWW? They are supposed to ensure 
knowledge acquisition from their people to their people.” They were not 
training their people in anything, we had to do it all.'  
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Alaranta and Alin (2014) observe that ‘critical to …success is integrating 
knowledge efficiently between the client and vendor’ (p. 2). Such knowledge 
integration has not occurred here.  Alaranta and Alin (2014) also note that 
‘arranging opportunities for transferring tacit knowledge …may be hampered by 
the sudden nature of the change as it is difficult to build the trust needed for 
them and execute them quickly’ (p. 4). Project Snow’s schedule is unreasonable. 
Alaranta and Alin (2014) describe in their case study ‘unrealistic expectations 
about the IT integration process’ (p.7). Andy’s experience is a salient example of 
this phenomenon, especially when spaces and gaps between networked team 
members are constantly expanding, contracting and disappearing. 
 
Andy and others are displeased with the skill levels and procedural knowledge of 
the WWW team members, especially developers. Raman, Budhwar, and 
Balasubramanian (2007) explored people management issues in Indian 
outsourcing businesses, identifying problems including that ‘the “cost-effective” 
model of Indian outsourcing sector appears to be weakening as wages continue 
to rise annually at 10-20 percent’ (p. 700). Job satisfaction is also problematic, as 
many jobs are ‘“dead-end” and offer few career prospects’ (Raman, Budhwar, 
and Balasubramanian, 2007, p. 700). The challenge of ‘acquiring the right talent’ 
is increasingly a problem (Raman, Budhwar, and Balasubramanian, 2007, p. 701). 
‘Retaining …qualified employees, given the high attrition rates’ is a further 
management issue for Indian service providers (Raman, Budhwar, and 
Balasubramanian, 2007, p.701). As identified in other accounts, decision-makers 
have misjudged skill and knowledge requirements, both locally and in vendor 
organisations.  The distance between decision makers and the situation is an 
issue.  
 
India has been a target country for MNCs seeking network partners.  Raman, 
Budhwar, and Balasubramanian’s (2007) report that the ‘quality of output from 
the education system differs vastly and the skill sets (which would be a 
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combination of analytical, decision-oriented and subject related) (needed) …for 
“working in a global environment” may not be present uniformly across the 
board’ in India (p. 703). Indian education and training systems are increasingly 
inadequate to meet skills requirements for Indian ICT service providers, a 
distance that is exacerbated when the skills are applied in other countries.  
 
Pratap (2014) warns against the risk for core or ‘focal’ organisations, the 
customers of the vendors (in this case Andy’s employer) of losing local 
knowledge. Pratap (2014) advises, ‘the suppliers might not be able to or might 
lose interest in investing towards the focal firm’s progress. If by this time the focal 
firm has lost familiarity with relevant technical skills to retrace its steps and 
insource the process, there could be significant threats to continued 
competitiveness’ (Pratap, 2014, p. 231). The longer-term financial implications of 
these decisions can be profound if (as in this account), vendor learning has been 
slow.  ‘If the vendor’s learning curve is relatively flat, the decision to outsource 
based on current cost advantages of the vendor might be wiped off in a matter of 
a few (sic) years’ (Pratap, 2014, p.229).  The assumed advantage of this 
outsourcing decision might not be forthcoming for Andy’s organisation.   
 
Andy and the core organisation’s team members, who are not the technical 
development specialists but the Business Systems Analysts, have to fill the gaps 
left by the WWW team members.  To do so they improvise to meet the needs of 
the latter’s roles. Returning to Alaranta and Alin (2014),  
improvisation is a suitable means when individuals face time pressures, task 
ambiguity, and uncertainty.  It is unpremeditated, conscious and purposeful 
collective action during which task design and task execution overlapped. 
However, current theory suggests that, improvisation requires shared 
understanding e.g.; in the form of local jargon; a condition not possible in stormy 
inter-organisational ITO8 changes.’ - Alaranta and Alin, 2014, p.4.  
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 Again, the shared understanding of the local team members makes problem-
solving easier for them than for the outsourced developers. The storminess of 
this phase makes it even more likely that the core organisation’s more closely-
knit team members will collaborate and improvise between themselves to get 
through the storm. 
 
‘Stormy change’ has had a lasting negative impact on Andy and his colleagues.  There 
may be animosity from team members in the partnered organisation because they have 
not acquired the necessary knowledge. Andy has learned more about survival in difficult 
circumstances; this lesson might not have been intended. The learning for vendor team 
members is not explored here; it is likely that they have acquired knowledge other than 
the technical knowledge needed for their work, which remains deficient. What this means 
for Andy is more difficulty and frustration.  Decision-makers have over-estimated the 
capabilities of the vendor organisations, and under-estimated the level and depth of prior 
in-house knowledge. 
 
7.5 There was no Formality 
Researcher’s note: Mel’s perseverance represents a ‘phenomenon which seriously 
interests us and commits us to the world,’ one of van Manen’s six research 
activities which characterise hermeneutic phenomenology (see section 5.4.2).   
Mel’s vocal style variations reflect Lamb’s ‘types of diversity of expression – 
rhythm and tonal qualities’ as part of the communication of meaning (see section 
5.4.2). The nature of Mel’s relationship with the vendor organisations early in his 
role concerns trust (Akgün, Lynn, Keskin and Dogan, 2014) and informal learning 
processes, as described by Cunningham and Hillier (2013). As processes are 
planned and improved, relationships and partnering efforts improve, consistent 
with the theories of St. John, Guynes and Vedder (2014). 
 
We were discussing communication with offshore vendors when Mel was 
establishing his role.  In a suave and competent manner Mel replied,  
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‘Face to face discussions. But there was no formality in the conversation 
around performance, whether it concerned …service levels, risk, or things 
that come up in …your interactions with a vendor. It was really informal. 
So there were no promises, accountabilities, things were just happening, 
and kind of just sort of running…’ 
‘What was happening?’ 
Mel’s voice became terse.  
‘It was all spoken’.  
It seemed that Mel was struggling with an important message. Tersely, he said,  
‘It was spoken, right? Folks would have these conversations, we would 
have a meeting; we would have interactions, and then go away and then 
come back again and have the same …conversations. But nothing 
progressed. It was more conversations about what should be done but not 
what will be done and when.   And so that went on probably for about six 
months before I joined the Vendor Governance Group and …that’s when 
we …put formal governance processes into place and we would have 
formal meetings around performance, about risks, and it was a lot of 
work.  We would have formal meetings with agenda, with minutes, 
reports and we put that formal structure into the relationship. 
 
‘We probably didn’t realise it at the time, but it’s probably what we should 
have done all the time. With the informality, it took some time to turn it 
into formality.’ 
 
For six months, no serious conversations concerning accountability and planning 
occurred for Mel.  Akgün et al (2014) discuss the importance of trust, arguing that 
an ‘antecedent of team learning is trust among team members, which is defined 
as the belief in and willingness to depend on another party’ (p. 39). Trust is low in 
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the early stages, and Mel’s was frustrated.   Akgün et al (2014) also advise that 
‘trust among team members increases the degree of openness and transparency 
between them; …they are more likely to propose a new or extraordinary idea or 
express …doubts’ when in a safe, trusting environment (p.39). Mel’s search for a 
better relationship steers away from the initial informal approach towards a more 
formal approach. 
 
Mel’s efforts for relationship development are an example of informal learning, 
and ‘almost everything that a person does can be thought of as informal learning’ 
(Cunningham and Hillier, 2013, p. 37).  Cunningham and Hillier’s (2013) research 
revealed ‘processes underlying the learning (that respondents) experience,’ and 
that these can be grouped into ‘four major themes for informal learning’ (p.44).  
The four themes are ‘planning processes, active learning and modelling, positive 
relationship dynamics, and learning that is tied to specific applications’ 
(Cunningham and Hillier, 2013, p. 44).  For Mel, more formality, with less 
emphasis on informal interactions, provides structures that promote agency and 
success.  Informal communication proved to be less effective than formal 
meetings. 
 
St. John, Guynes and Vedder (2014) explore success factors in vendor 
relationships.  They point out that ‘not surprisingly communication and trust are 
highly correlated at the organisational level just as they are at the individual level’ 
(St. John, Guynes and Vedder, 2014, p. 124).   While time zones and language 
barriers are issues, more importantly ‘companies feel pressure to cut costs, and 
current research is revealing various hidden costs associated with offshoring, with 
most of the hidden costs associated with relationship management’ (St. John, 
Guynes and Vedder, 2014, p. 124).  They argue that ‘a lack of communication 
often leads to a lack of trust and then failure in the relationship, and the most 
cited reason for lack of communication is time‘(St. John, Guynes and Vedder, 
2014, p. 124).  While Mel commits the necessary time, for him waste occurs when 
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‘we would have interactions, and then go away and then come back again and 
have the same face to face conversations.’  More important than time for 
relationship building is the application of structured processes ensuring that 
decisions and promises are made, followed through, and actions reported upon.  
Formal measures complement informality to ensure progress and results.  
Structures that bring people together in space and time optimise success in 
preference to laissez-faire approaches.  
 
What has worked for Mel in previous settings has not been as effective in these client-
vendor relationships. Mel had assumed that informal discussions would lead to 
commitment and kept promises.  When accountability is clarified through the structures 
of formal meeting cycles, Mel better manages relationships. Counter-intuitively, Mel has 
learned that accountability is not a product of ‘getting along well’ with others, it involves 
documenting and following up on commitments. Trust emerged with structures of 
decision making and accountabilities. 
 
7.6 See How we Work 
Researcher’s note: Trish’s strong approach to the need for learning to occur, and 
for her to take the initiative, means that Trish maintains a strong and oriented 
pedagogical view, one of van Manen’s criteria for engagement with hermeneutic 
phenomenology (see section 5.4.2). Trish’s very firm use of rhythm with the use of 
phrases like ‘let’s get them’ and ‘see-how-we-work,’ what Lamb refers to as ‘types 
of diversity of expression- rhythm,’ is a means for Trish to make her point more 
acutely (see section 5.4.2).  Trish intuitively chooses a sub-group of the overseas 
team members with whom to concentrate her efforts, consistent with the theories 
of Pangil and Chan (2014).  The decision to build trust with that sub-group, 
regardless of ‘official’ channels reflects the research of Ibrahim, Costello and 
Wilkinson (2013), and the decision to bring members of the team to Australia to 
gain the power of face-to-face communication is pertinent, as described by 
Klitmøller and Lauring (2013). Trish’s reference to shared experience as a means 
of learning provides deep resonance with learning theory of recent centuries, as 
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related by Yardley, Teunissen, and Dornan (2012b).   Far from original, Trish’s 
commentary on experiential learning is significant in the network organisation 
context. 
 
I asked Trish how the help desk situation improved after she established a 
working relationship with her two key contacts in India. Trish described her 
thoughts on how the massive outsourcing program was progressing across her 
network organisation MNC. She said,  
'our team, and all the teams, seemed to be getting much more stable and 
so I went to my manager, and my manager and I got together.’    
 
Trish became very emphatic, with greater volume in her voice, as she described 
the discussion she had with her manager.   
‘We said “Let's get them over. Let's let them, THEM, let's get THEM, let's 
get them ...to …SEE  ...HOW ...WE ...WORK. Come and sit with us.”  And 
that was the best thing, ever. So their team leader and three of the Y-
Company (pseudonym) people came over and were with us for two weeks 
and we had a couple of nice social events, took them out to dinner and 
had lunch and got to know them. 
 
I asked about the main things Trish learned from the help desk hand-over.  Trish 
replied,  
'Appreciating how they (Trish pauses with each word) could …not …really 
…know  what …we …do ...until they were sitting with us experiencing it. 
We had talked to them and we tried video conferences and all that, but 
you really have to sit down and all that. There was nothing like being there 
with the experience. Even the language barrier, we got over some of that, 
when you look straight at someone and see their face, you know, see their 
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lips moving and their expressions, and letting them be a part of your 
experiences, …that's how you really get to know people and that's how 
you really communicate.’ 
 
Trish’s choice of a sub-group of the help-desk team members suggests that she 
was able to build more trust in this sub-group than with other members. This 
phenomenon raises the issue of how trust is propagated in a virtual environment, 
that is, one which involves purely remote contact using ICTs rather than co-
location, and was the form of environment anticipated in the original plans. 
Pangil and Chan (2014) argue that, among other factors, in these environments ‘it 
is the perceived competence and professionalism that each member has on the 
others that enhances his or her willingness to share knowledge’ (p.97). Trish had 
made an assessment from the distance of her ICT-based communications, and 
was able to gauge the manner in which some of the overseas team members 
communicated the ‘competence and professionalism’ to which Pangil and Chan 
refer (Pangil and Chan, 2014, p.97).  In making these assessments, Trish chose 
where to place her trust, and Pangil and Chan (2014) go on to argue that ‘even 
during casual interactions, we make judgments about people, and one of those 
judgments is whether the other person is trustworthy or not’ and that ‘we are 
most likely to share knowledge with those that we deemed as trustworthy as 
compared to those we do not trust’ (p.103). The evolution of trust is a 
quintessentially human dynamic and it underpins Trish’s actions. 
 
Ibrahim, Costello and Wilkinson’s (2013) study on team integration concerns 
global construction firms, and the findings bear relevance to what is occurring in 
Trish’s knowledge management setting. They find that ‘lack of trust and 
commitment are important factors that can deter the development of integrated 
teams;’ and proceed to explain that ‘mutual understanding and respect for the 
entire project team must be combined in order to achieve the successful 
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completion of modern construction projects’ (Ibrahim, Costello and Wilkinson, 
2013, p.139). Such processes are consistent with Trish’s experience.   
 
Trish and her manager arrive at the proposal to bring representatives of the Y-
Company unit to their core-company base in Melbourne. The face-to-face 
interaction which Trish seeks is consistent with what Klitmøller and Lauring (2013) 
refer to as ‘the physical presence of an individual’ (p. 405).  Someone in this role 
can ‘function as inter-unit mediator (to) counteract the negative effects of 
intercultural ICT communication’ (p. 405). Like Klitmøller and Lauring (2013), Trish 
has been exposed to the weaknesses of the ICT-based model proposed for this 
work, and has acted to counteract it. Klitmøller and Lauring (2013) determine that 
‘virtual knowledge sharing in general will be less effective than co-located 
individuals’ (p. 404). The obvious needs to be stated in instances like these; the 
decision-makers who established this partnership grossly under-estimated the 
amount of genuine human interaction required to make these new help desk 
arrangements work.  People who are together in one space interact far more 
effectively than when they are connected only by ICTs. 
 
Trish’s emphasis on experience-based learning is well grounded in learning 
theory. Yardley, Teunissen, and Dornan (2012b) outline the work of numerous 
theorists who address experience as the foundation of learning for an individual, 
including many canvassed in other parts of this thesis. These include John Dewey 
(1859–1952), Kurt Lewin (1890–1947), Jean Piaget (1896–1980), Malcolm 
Knowles (1913–1997), David Kolb (1939–), and Lev Vygotsky (1896–1934). The 
role of experience, and especially shared experience, is central to most of these 
significant theorists’ work.  ‘Experiential learning’ as a concept is very different to 
‘knowledge transfer,’ a term which infers that knowledge moves from one person 
to another, as gas might transfer from one chamber to another. The premise that 
learning occurs as a result of experience does not readily align with the idea that 
knowledge is ‘transferred.’   
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Yardley, Teunissen and Dornan (2012b) are also concerned with  
learners and practitioners (as) co-members of social groups, which mediate 
learning. Learners are active influences on learning environments, just as 
learning environments actively influence learners’ - Yardley, Teunissen and 
Dornan, 2012b - p. e108.  
They argue that in social groups ‘learners create teachers through the same 
processes by which teachers create learners’ (Yardley, Teunissen and Dornan, p. 
e108). Trish and the new outsourced help desk team members exemplify these 
phenomena.  Their experiences, their shifting roles and their closer association 
has provided for a much improved learning situation. 
 
As a middle manager Trish has responded in a manner which might not be adopted by 
others in her occupational group.  Trish started her career as a teacher. It is telling that 
Trish adopted the role of ‘environment creator’ rather than ‘environment member.’ I 
asked myself after exploring Trish’s experience, and that of others, ‘which occupational 
groups design and create environments for people to work and learn together?  My own 
answer was, ‘managers, and teachers.’ This extract embodies the idea that the creation 
of an environment for mutual exploration and learning is a mission in itself; and not an 
incidental outcome of a network partnership.  Trish’s agentic action as a teacher-
manager might have worked in favour of Trish’s company, whose senior decision makers 
might not have had the benefit of Trish’s background in experience-based learning. 
 
7.7 We Didn’t Invest Enough Time in Actually Having our Folks Over 
There 
Research note:  Mel learns from experience and is part of the development of a 
more strategic approach by his employer.  van Manen’s concept that 
‘investigating experience as we live it rather than as we conceptualise it’ forms 
part of the practice of hermeneutic phenomenology, and also relates to the 
manner in which Mel reflects upon his experiences and what he has learned from 
them (see section 5.4.2). Lamb refers to ’types of diversity of expression, tonal 
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qualities (and) …intervals,’ each of which Mel varies as he recalls his experiences 
and muses upon them (see section 5.4.2). Mel is undergoing what Vagadia (2012) 
refers to as a paradigm shift, and the mature partnership stage of outsourcing 
described by Søderberg, Krishna and Bjørn (2013). The failure of arms-length 
relationships with overseas team members is consistent with the findings of Yan 
and Kull (2015) who explore collaboration between firms.  Mel’s experience of 
under-estimating relationship costs is consistent with the research of Handley and 
Benton (2013).   
 
Mel closed off the topic of using external vendors offshore. He said,  
‘We significantly underestimated the expense required to really make 
these things work, and we severely underestimated the expense of really 
gaining value from the relationship.  We were averse to spending any 
money.  You really need to do the same things with the folks in India as 
you do here.  Quite often the local folks were the post-box for things.  We 
didn’t invest enough time in actually having our folks over there.’ 
 
I asked Mel what he meant by an aversion to spending money. Mel asked 
rhetorically,  
‘How do you really know who you are dealing with if you don’t meet 
them? How can they really tell what you want if you don’t look at them 
and say what it is?  Now, there’s almost always someone overseas. At first 
we wouldn’t spend the money to go to India, now we do.’  
I confirmed with Mel that building relationships and being willing to visit vendors 
in their home office were the most important lessons from this period, and Mel 
confirmed that this was the case. 
 
The discussion turned to Mel’s change in role. With humility he said,  
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‘I am now looking after the outsourcing strategy of the organisation.’   
I asked Mel about the status of the role, and he revealed that his role as lead 
strategist on outsourcing and team member for global strategy was recently 
created. Mel became very slow and reluctant – he chose his words carefully. He 
said,  
‘Strategy didn’t reflect what we were doing. We had a technology strategy 
that was based on an in-house model, and we were outsourcing work 
based on that. We needed to revisit the technology strategy, so that it was 
based on a combined local and outsourced model.’  
I asked him about the broad direction of the strategy. Mel said, continuing in his 
considered tone,  
‘We want to work with less vendors but do more with them.  We want to 
drive value, and deepen relationships …and really pick the vendors that 
are going well.’ 
 
I commented, ‘it sounds like it’s more involved than hiring your own people.’ Mel 
answered,  
‘That’s right. Much more involved.’  
Mel continued with confidence, in his usual well-modulated managerial voice, 
‘We also started to categorise vendors… from the strategic to the non-
critical ones, the standard procurement process for the non-critical, a 
more structured approach for the strategic.’   
I asked Mel about the progression of outsourcing since he started at his company 
eight years earlier. He replied, 
‘We started with two key vendors in technology.’  
I asked, ‘And by the time we get to 2013, how many vendors?’ Mel replied,  
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‘There are hundreds, but if we pick the really material ones that would 
play a significant role, you are probably talking about fifty.’ 
 
From the earliest foray into outsourcing into becoming a fully-fledged network 
organisation, Mel has identified that a major transition has taken place.  Vagadia 
(2012) refers to a transition during the years Mel is describing, within which ‘a 
fundamental paradigm shift is underway from strictly provider-user relationships 
to an emerging array of partner based relationships and new outsourcing 
arrangements and organisational forms’ (p. 134).  Mel has recognised the failure 
of some vendor arrangements, and the success of others, enabling his 
organisation to ‘pick the vendors that are going well.’ Vagadia (2012) explores 
numerous information sources to form the view that ‘about half the organisations 
that shifted processes offshore failed to generate the financial benefits they had 
expected’ (p. 135).     
  
Like Vagadia (2012), Søderberg, Krishna and Bjørn (2013) report on a maturity 
process to establish highly functional partnerships in network organisations. They 
refer to mature partnerships, in which ‘a long term strategic focus and 
maximizing IT potential are expected. Considerable uncertainty may be 
associated with the specifications and course of implementation of such projects’ 
(Søderberg, Krishna and Bjørn, 2013, p. 349).  The need for high degrees of 
specificity is replaced by a higher standard of communication and understanding.  
From mature partnerships, strategic partnerships evolve, in which ‘outcomes will 
have significant strategic impact on both parties’ (Søderberg, Krishna and Bjørn, 
2013, p. 349).  Mature partnerships progress from commercially focused buyer-
vendor relationships to more strategic considerations to advance both 
organisations as they become closer over time. 
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The distinction between cost-driven decision making in early stages of buyer-
vendor relations and a strategic focus is also embedded in value considerations, 
as ‘strategic outsourcing partnerships focus …on value enhancement rather than 
merely cost reduction’ (Søderberg, Krishna and Bjørn, 2013, p. 357).  The 
progression in approach within Mel’s organisation reflects this global maturity 
model advanced by Søderberg, Krishna and Bjørn (2013), a distinct change from 
the early stages of vendor engagement. 
The difficulties Mel and others confronted dealing with overseas team members led to a 
greater willingness to send core organisation representatives to India.  This represents a 
key change in approach. Mel’s company had tried to have a collaborative relationship 
with onshore team members, relying upon the onshore team members to collaborate 
with their colleagues from their company offshore.   The assumption behind this approach 
was that ‘arm’s length’ communications could work with the offshored people because of 
the onshore presence of an intermediary from the offshore firm. Mel reflects, ‘Quite often 
the local folks were the post-box for things.  We didn’t invest enough time in actually 
having our folks over there.’  Mel could not rely on Australian-based members of a 
partner company to communicate with others from their own company who were in India 
or other countries. Network organisations need to ensure that information sharing occurs 
across national borders beyond their own organisational borders. 
 
Yan and Kull (2015) examine arms-length and collaborative relationships in new 
product development alliances. They report that ‘collaborative relationships are 
less exposed to supplier opportunism than an arm’s length relationship’ (Yan and 
Kull, 2015, p. 404).   The lack of commitment provided by Mel’s offshore team 
members is consistent with Yan and Kull’s (2015) findings.   Unlike arm’s length 
relations, ‘collaborative relationships are indicated by high levels of inter-firm 
coordination efforts and mutual relationship-specific investment’ (Yan and Kull, 
2015, p. 404). Mel and his Australian colleagues experimented with having 
collaborative relationships with the onshore team members, and arms-length 
relationships with offshore members from the same company.  They eventually 
convert to collaboration at both sites as closeness outperforms distance. 
195  
After under-estimating the costs of relationship management with vendors, Mel’s 
employer commits to expenditure of funds and effort for improved effectiveness. 
Handley and Benton (2013) examine this very phenomenon, as prior to signing 
contracts, ‘firms experience difficulty in accurately estimating the costs of 
outsourcing beyond simply supplier cost and profit’ (p. 109).  Handley and Benton 
(2013) report that this difficulty is ongoing, as ‘the time, effort, and resources 
associated with achieving adequate levels of provider control (i.e., control costs) 
and inter-firm coordination (i.e., coordination costs) are prominently noted 
“hidden costs” with outsourcing’ (p. 110).  These costs remain poorly monitored 
in most instances.   The result is that ‘outsourcing organisations underestimate 
the costs and complexities associated with managing the inter-firm relationship. 
These difficulties result in a relatively large proportion of firms expressing 
disappointment with the financial outcomes of their outsourcing initiatives’ 
(Handley and Benton 2013, p.125). Mel’s core organisation has learned these 
lessons by experience, trial and error. 
 
Over a period of less than a decade with his employer, Mel has been through many of the 
processes that network organisations have followed, and it appears that his agency has 
yielded positive outcomes for his organisation. The uneven trajectory of conversion from 
a traditional organisation to a network organisation might be successful because 
someone like Mel has persevered in difficult circumstances, being willing to live and learn 
with failure, and building from the successes where they are found. The learning 
processes that Mel has experienced are central to this period in the history of 
corporations. The network organisation is now the dominant form of MNC and a 
significant form for other organisations.  Building from the experiences of those like Mel, 
industry practitioners might become more proficient at decision making and learning 
processes for those in network organisations.   
By the end of the interview, Mel had described involvement with hundreds of vendor 
organisations, of which about fifty were ‘strategic.’ His Australian owned and based MNC 
had seriously re-positioned its business model.  MNCs like Mel’s employer, and the 
working lives of their employees will continue to evolve. The process of change in 
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structure and agency does not stop, rather it takes different forms over time. The forms of 
knowledge and meaning adopted by team members will also alter.          
 
7.8 We are Hands-on …and They Didn’t Like it 
Research Note: The van Manen concept of 'reflecting on the essential themes 
which characterise the phenomenon’ (see section 5.4.2) relates directly here, as 
the essential themes of communication and relationship-building are the very 
issues that Trish confronts. Lamb's ’types of diversity of expression - tempo' relate 
to Trish’s account as the speed and energy level of her voice increases as Trish 
becomes more engaged with these memories.  These recollections started on a 
miserable note and became more positive as the narrative continued (see section 
5.4.2).   Trish’s account relates to the work of Calamel, Defélix, Picq, and Retour 
(2012) regarding collaboration in the context of organisational cultures.  The 
inter-relatedness of social systems, management and technological innovation 
explored by Hollen, Van Den Bosch and Volberda, H. (2013) is salient to Trish’s 
experiences.  The role of power and influence in these phenomena and the 
resulting renegotiations are in accord with the research into management in 
project-based organisations of Moodley, Sutherland and Preterms (2016).   
 
Trish described a more recent upgrade to the main technical system she works 
with, the document management system.  Many decisions were made without 
Trish being consulted about how work would be allocated, and to which network 
members.9 Trish described the situation: 
'The other thing I'm doing is the upgrade to the document management 
system, so now it was a matter of outsourcing the next upgrade... for a 
start the testing was outsourced, before we got to say anything.  Both my 
manager knew a bit about the technology and I wanted to retain a certain 
amount of knowledge about the technology.  We wanted to know what 
                                                      
9 The ‘network members’ term is used when there are a number of vendors or supplier 
organisations with existing relationships with the core organisation. 
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questions to ask, so much about what questions to ask, when we are 
dealing with the negotiations with the vendor consultant (Trish’s voice 
becomes quite fast and animated). We are the client and we want to be 
there, and when the negotiations started the vendor consultant said, 
“What the hell is the business (ie, Trish’s work unit) doing here?” And we 
just laughed and laughed …and said to our TPM10 “we hope you told them 
that it's our money, it's our business, and we are hands-on, and we want 
the right outcomes...”’  
 
Trish and her core organisation team members are highly amused that a network 
member organisation has no expectation that those most closely associated with the 
solution being developed might be directly involved. In this case, the issue does not 
concern physical distance, nor national distance… the cultural differences between the 
organisations, reflected in the expectations of the vendor network member, are 
significant.      
 
I asked Trish why this was a problem... 
'Well we were asking too many questions, like “Why is that testing taking 
thirty days for this end to end testing? We think you can do it quicker.” 
And they didn't like it. And we were saying things like, “You're the 
technology professionals. Give us some real estimates, not just this high 
level one week style nonsense.” They didn't like it. There was a lot of 
resistance, a lot of resistance. And I loved that. It's more challenging now.’   
 
Trish and her colleagues’ challenges working with ‘resistant’ partners are not 
unique. Calamel et al (2012) conducted research on collaboration projects in 
France, where separate entities combined to conduct research and development 
projects. They found in one of the collaboration clusters they studied, 
                                                      
10 Technology Project Manager 
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organisational culture was a barrier to collaboration. While those involved shared 
their occupational and professional orientations valuing their work, ‘there was a 
strong “research” sensibility on one side and a strong “commercial” sensibility on 
the other’ (Calamel et al, 2012, p.54). The differences in underlying expectations 
were profound.  The authors observed that ‘a year later, the cultural differences 
remained and threatened to compromise any possible shared vision’ (Calamel et 
al, 2012, p.54). Even many months of attempted collaboration do not 
automatically overcome cultural barriers to effective partnership. 
   
Considering that the clusters of organisations in the projects investigated by 
Calamel et al (2012) were created voluntarily by organisations, and supported by 
government to ‘produce national competitive advantages’ (p. 49), one might 
expect the collaborative efforts of these French organisations to thrive. Rather, 
Calamel et al (2012) found that ‘far from being a given, collaboration in 
innovation clusters and the projects conducted …has to be constructed and 
encouraged’ (p. 49).  Calamel et al (2012) find that ‘cooperation is not intrinsic 
but is learnt as part of a gradual process’ (p. 55). In Trish’s situation, partnered 
organisations are foisted upon her change project and these organisations do not 
subscribe to either the vision or the ‘hands-on’ culture that Trish and her 
immediate colleagues embrace. Contesting cultures between partnered 
organisations create barriers to collaboration, learning and productivity. 
 
Trish and her colleagues were the principal end user stakeholders in a project for 
which they demand that technical partners provide ongoing communication with 
them. Their demands are not welcome; they expect more from the technical 
partners than what is offered.  This initiative is consistent with the findings of 
Hollen, Van Den Bosch and Volberda (2013), who recognise that ‘innovation in a 
firm’s technical system is often driven by innovation in its social system’ (p.44).  
The technical partner in Trish’s relationship is averse to her ‘business’ (ie non-
technical) involvement, and unwittingly has become party to what Hollen, Van 
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Den Bosch and Volberda (2013) describe: that ‘technological innovation and 
management innovation are mutually interdependent for their realisation and, as 
a result, are combined over time in an intertwined way’ (p.45). The tensions 
experienced in this extract bear out the theoretical construct that without social 
and management innovation, technological innovation will not succeed.  
 
The dynamic created when senior decision-makers choose vendors without 
internal consultation might also be problematic due to potential power 
imbalances.  Moodley, Sutherland and Preterms (2016) conducted research on 
project and functional management in matrix organisations, applying the notion 
that ‘people base their behaviour on their perception of reality, not reality itself’ 
(p.107).  The perceived reality of the technical vendor organisation’s people is 
that they, and not their client, decide who is to be involved in the project.  
 
The laughter described by Trish reflects the unreality of the vendor organisation’s 
perceptions, the product of a misconception about the degree of power or 
influence they possess, fuelled by the phenomenon that they were assigned this 
work by managers higher in the core organisation’s hierarchy than Trish and her 
manager.  Moodley, Sutherland and Preterms (2016) describe twelve ‘power and 
influence constructs,’ the first of which is ‘association, which refers to referent 
power and the desire by individuals to be linked with a manager in the 
organisation’ (p.106). The team members from the technical vendor organisation 
appear to be delusional in their perceptions, reflected in Trish’s recollection that 
her and her colleagues ‘laughed and laughed’ when they asserted themselves as 
the client and key stakeholder. Clearly a renegotiation of power relations 
followed, as Trish reported that ‘they didn't like it. There was a lot of resistance, a 
lot of resistance. And I loved that. It's more challenging now.’ Trish’s group 
eventually adopted what they saw as their appropriate role as the customer and a 
major focal point for the project. Trish was able to get closer to the work being 
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done for the benefit of her local team, despite the distance initially expected by 
the vendor. 
 
The lessons Trish and her team members in the core organisation are learning include a 
great deal about vendor management, based on experience. The idea that a technical 
services provider might not want Trish and others involved in their own project is equally 
as foreign to Trish as Trish’s involvement is to them.   The cultural differences are 
profound, reflecting that ‘proximity is not enough’:  a genuine intention and effort to 
work together is as important to all parties as the work itself. The space between team 
members needs to be reduced, and the relationships formed within that space need to be 
nurtured for agentic action and success. 
 
7.9 Really Make it a ‘Win-Win’ 
Research Note: Ben had an insightful moment in our interview: his own comments 
prompted his connection of the relationship between face-to face communication 
and teamwork. This insight struck him profoundly. This insightfulness relates 
directly to van Manen’s idea of ‘maintaining a strong and oriented pedagogical 
relation to the phenomenon’ (see section 5.4.2). We are discussing ‘learning,’ and 
Ben identifies himself as a person continually desiring to learn more.   One of 
Lamb’s ‘types of diversity’ is articulation, and Ben goes to considerable effort to 
articulate meaningful speech, unlike the frequent ‘staccato’ style he often adopts 
(see section 5.4.2). Ben’s accounts resonate with the theoretical discussion of 
face-to-face communication advanced by Takeuchi, Kass, Schneider, and 
VanWormer (2013), and the idea that practices like meetings can be part of 
embedded organisational knowledge (Swart, Kinnie, van Rossenberg and Yalabik, 
2014).  Ben’s commentary accords with Kim and Pekrun (2014) regarding the role 
of emotions in communication and learning; and the deficiencies of platforms 
such as email, especially in intercultural settings (Holtbrugge, Weldon and Rogers, 
2012; Hastings and Payne, 2013).    
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I asked Ben why he had said that 'face to face' was the best means of 
communicating. He answered by saying,  
'I suppose …it's both people getting an answer, when they've started 
together. It's not any one of them's idea (sic). ...and with an email you can 
look back at the trail and say, “you can see who said it”. You sort of still 
worry about that.’  
I interrupted Ben with 'and in a good conversation it doesn't matter.' Ben then 
became quite animated and he said,  
'And yes I've never really thought about it before but it's something I just 
sort of found now... I get the feeling it's probably more shared...'  
Ben is clearly quite proud of this insight. He lifts both tone and articulation in the 
way in which he speaks. He pauses and then he adds,  
'...and if someone really wants to… make it a win-win they can really make 
it a win-win in that situation.' 
 
Ben is pleased with this insight, and I extend the topic to include body language. 
Ben replies,  
‘You can tell with them, whether they are shaking, it's like when 
someone's nodding you know when they really mean “okay just get it over 
with” or something like that, and you can tell when it's more earnest...   
but you know I think I'm better able to read it, in face to face and the 
opposite, almost the converse is, with an email people are possibly more 
likely to read it as aggression with an email so ...it's not what's meant, it's 
just trying to be matter-of-fact, or it might read like it's “smart-arsey,” (sic) 
or directive.’ 
 
Ben has completed his comparison, as the benefits of face-to-face communication are 
compared with email-trails, which to Ben, are obstacles to effective communication and 
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improved productivity. The to-and-fro nature of email can lead to perceptions of 
competition and pugnacity, while with face to face communication it is easier to promote 
the phenomenon that Ben describes as a ‘win-win.’  
 
Ben’s appraisal of the role of face-to-face communication suggests that this form 
of communication and decision making leads to less conflict and better 
teamwork. The success of face-to-face meetings compared to ‘virtual’ 
communication is canvassed by Takeuchi et al (2013). They cite evidence that 
‘face-to-face meetings promoted situational nonverbal cues and messages; 
however, virtual team members were not able to transmit or receive these 
behaviours using computer-based software as a means of communicating’ 
(Takeuchi et al, 2013, p. 18). The significance of face-to-face communication is 
further stressed: ‘face-to-face teams expressed a greater range of verbal 
messages (e.g., showing agreement or disagreement, giving or asking for 
suggestions and opinions), which are especially important in decision-making 
tasks that require effectively disseminating information and reaching an 
agreement between members’ (Takeuchi et al, 2013, p. 18). The Takeuchi et al 
(2013) argument supports Ben’s insights drawn from experience: that more 
thoughtful, effective and socially oriented decisions are more likely to emanate 
from face-to face settings than distant ones.  
 
The objectification of knowledge is also noteworthy here, as the term ‘knowledge 
transfer’ implies that knowledge can be ‘transferred’ from one place to another, like a 
material object, data or an item of freight. Ben’s recognition that knowledge can be 
gained from an insight in conversation, and from the processes of a face-to-face 
conversation, is a powerful reminder that knowledge is not necessarily ‘transferrable.’ 
 
Knowledge can emanate from interactions, including Ben’s interactions with 
myself as the researcher, or between team members. These phenomena are 
embraced by the work of Swart et al (2014), who argue that ‘in organisations, it 
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(knowledge) often becomes embedded not only in documents or repositories, but 
also in organisational routines, processes, practices and norms’ (Swart et al, 2014, 
p.270). The objectification of knowledge, regarding knowledge as material and 
not as practice, is a brake on learning. Ben sees this obstacle at work. 
 
Ben also recognises the role of emotions when comparing the ‘win-win’ that can 
be made of ‘face-to-face,’ in contrast to the ‘smart-arsey’ (sic) or ‘directive’ tone 
often associated with the use of email. Emotions, learning and performance are 
discussed by Kim and Pekrun (2014).   Their account provides some explanation of 
the phenomenon Ben experiences; they compare the potential ‘win-win’ of the 
face to face meeting with email communication.  Kim and Pekrun (2014) argue 
that ‘emotions arise when a person appraises a given situation. The meaning and 
causal structures of the situation and controllability are cognitively evaluated and 
expectancy is formed accordingly’ (Kim and Pekrun, 2014, p. 68). That expectancy 
in turn generates an emotional condition.  The Kim and Pekrun (2014) account 
also outlines a structure for emotional influences on and by experience; again, 
these resonate with Ben’s account.  
The following list overviews what mediates the impact of emotions on learning 
and performance: 
• Emotions influence cognitive processes and strategies 
• Emotions influence decision making 
• Emotions influence motivation (and) 
• The aforementioned influences are reciprocal. - Kim and Pekrun, 2014, p. 66. 
 
Meeting with someone with the intention to achieve a ‘win-win’ represents the 
potential for emotions to positively influence outcomes. Kim and Pekrun’s (2014) 
four structural elements are all directly pertinent to Ben’s ‘face-to-face, win-win’ 
scenario.  Ben is suggesting that the same people equipped with keyboard, mouse 
and screen responding to the same situation writing emails are more likely to be 
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influenced by a set of emotions less favourable to teamwork, communication and 
productivity.  
 
The email question emerges frequently.  Holtbrugge, Weldon and Rogers (2012) 
explore email communication styles, and summarise other research to identify 
that ‘email is generally recognized as the most-used method of communication, 
not only for virtual teams but also for MNCs,’ and that ‘approximately 75 to 80 
percent of virtual team communication is done by email’ (p. 90).  This finding 
places a profound perspective on Ben’s observations; if the misinterpretations 
Ben refers to are common, the extensive use of email is problematic. Holtbrugge, 
Weldon and Rogers (2012) also note that ‘email …limits social presence and the 
ability to pick up on nonverbal cues – a feature important for intercultural 
communication, (and)… email also lacks contextual cues’ (p.91).   They also 
discuss ‘the difficulties of intercultural and computer-mediated communication’ 
(Holtbrugge, Weldon and Rogers, 2012, p.91). Ben’s interpretation of his 
experience is a common one, compounded by the cross-cultural element in his 
situation. Space and distance between communicators is amplified, not reduced, 
by email. 
 
In their study of the role of email in dissent, Hastings and Payne (2013) point out 
that  ‘employees may use technology to express their dissent; however, the 
literature presents a complex picture of whether technology optimizes 
opportunities for dissent or merely reflects an organization’s norms for dissent 
expression’ (p.312). In inter-cultural network organisational settings, the question 
of dissent becomes more complex when we consider Holtbrugge, Weldon and 
Rogers’ (2012) conclusion that ‘an important practical contribution of this study is 
the finding that email communication styles are culture-bound’ (p. 104). The 
distance encouraged by email is increased by cultural factors.  
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When cultures do not readily assimilate, the use of email compounds rather than 
minimises the associated problems: Ben’s preference for face-to-face meetings and ‘win-
wins’ symbolises global issues.  Ben discovers that overall, the desire for a ‘win-win’ is 
best served by face-to-face interaction. This phenomenon, astutely interpreted by Ben, is 
quintessential to the findings of this thesis for network organisations: face to face 
discussion and decision making are at the core of meaning making, relationship building, 
agency and learning within and across organisational and national boundaries.  
 
7.10 In Conclusion: The Dimension of Space 
In these accounts, problems associated with space are overcome by bringing 
people together. For Hopwood (2016), the horizontal texture of space overlaps in 
a large degree with time, and more particularly brings trajectories together. The 
research participants have been part of this trajectory connection, as their 
experience meets the experience of other network participants. Space enables 
the phenomenon of experience meeting experience. This phenomenon is in turn 
influenced by and influences practice. Hopwood argues that ‘trajectories come 
together to produce spatial textures whose primary function is to connect 
knowing in practice’ (Hopwood, 2016, p. 357). These accounts reflect this very 
phenomenon, a profound lesson for network organisations. Space becomes 
material with experience, and shared space fosters connectedness. Further, these 
accounts point to the importance of the reduction of space between people to 
foster relationship formation, agentic action, communication and learning.  
  
206  
Chapter Eight 
Connectedness and Embodiment 
8.1 Relating to Somebody 
Turning from the textured dimensions of time and space, Hopwood’s (2016) 
framework takes us to bodies, expressed in the dimension of embodiment. 
Rather than experiencing phenomena distinct from temporal and spatial 
questions, with embodiment ‘one ends up looking at the same feature from a 
different angle, seeing it, or its connections to other features, differently’ 
(Hopwood, 2016, p.355). Accounts have been allocated to this embodiment 
section not to distinguish them from previous accounts, but rather to ‘take the 
human body as a fuzzily defined, porous starting point’ (Hopwood, 2016, p. 357). 
Hopwood’s notions of embodiment are complemented by those of Perry and 
Medina (2011) who argue that ‘embodiment isn’t simply an interesting possibility 
for education, nor is it an alternative practice or method: embodiment is,’ (p. 63, 
their italics) and that ‘…we are all bodies, six point six billion of us, engaged to 
varying degrees in our own journeys of learning and living’ (p. 63). Embodiment is 
fundamental to being human.  In these accounts research participants 
acknowledge some form of embodiment as the focal point of their experience: 
another person, experienced or imagined, provides meaning to their experience.  
  
8.2 Drop your Shoulders… 
Research note: This account relates to Trish’s quintessential statement; her 
choices of body language have her occupying a ‘smaller space’ as she ‘drops her 
shoulders.’ Trish experiences a different world of work, that of her humble and 
enthusiastic adult learners. The symbolism of this extract forewords consideration 
of cross-cultural, English as a Second Language (ESL) settings elsewhere in this 
thesis; this issue strongly relates to van Manen's reference to a 'phenomenon 
which seriously interests us and commits us to the world ' and also his idea of 
'reflecting on the essential themes which characterise the phenomenon’ (see 
section 5.4.2).  Trish's explanation is also noteworthy relevant to Lamb's 'types of 
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diversity of expression - tempo', whereby the pace of her language increases 
rapidly for this recollection of experience (see section 5.4.3).  Trish's work with 
speakers of English as a Second Language (ESL) underscores the findings of 
Murphy (2014), while her insights regarding the effect when she 'drops her 
shoulders' to communicate relate to the advice for speakers from Payne (2004).  
 
I asked Trish about her experiences with a TAFE college as a trainer and 
consultant to industry before working with MNC network organisations.  Trish 
rapidly started to describe her approaches. She said,  
'I am a good listener and I tend to throw myself into things...I've had some 
quite confronting times when I've been a bit anxious, so my learning style 
is “just do it,” and not thinking and asking questions.  ‘(I was) working with 
a ...group of women who were working very hard to get a Certificate Two 
in Aged Care. They had limited English, limited education…  I learnt then 
what it was about. It was about being willing to listen, and treat each of 
them as special, ...and really got them to learn, and so instead of being 
anxious I've got to do this ...it was actually ...drop your shoulders ... and 
just listen.’ 
 
Previously a secondary teacher, Trish's adaptation to teaching adults with limited 
education, English language and literacy demanded changes in style to reach her 
learners. Interestingly, this extract from earlier in Trish’s career positions her as someone 
interested in addressing differences in language, education levels, cultures and 
background. Trish’s special interests in these areas will heighten later in her working life. 
Looking back at these times, Trish’s recollections are valuable ones. 
     
I asked about forms of communication with these learners; Trish replied happily 
with: 
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'Well mostly we obviously spoke, but I also did a lot of demonstration, you 
know, like wash your hands, here is how you do it when you're working... 
you know a lot of “show and tell” stuff... and …I really enjoyed it.' 
Trish is obviously comfortable with her proximity to her learners. Her pride in her work 
with this group is clear; and so Trish is a happy learner and educator at this stage of her 
career. 
 
Working with ESL leaners has provided rich learning experiences for Trish. Her 
insight to help her students qualify without over-emphasis on English skills is in 
accord with the findings of Murphy (2014). Murphy (2014) suggests that rather 
than emphasising native English speaking pronunciations, it can be more fruitful 
to ‘foster learner awareness that some intelligible and comprehensible non-
native English varieties of spoken English can serve as legitimate aspirational 
models’ (p. 258). Intuitively, Trish has focused on the learner’s goals, and 
complemented her native English with processes like ‘demonstration,’ a part of 
her preference for experiential approaches, as part of her ‘just do it’ mantra. 
 
The expression ‘drop your shoulders’ evokes interest, as evidence of Trish’s foray 
into meta-communication. As Trish says the words, her voice drops… to ‘drop the 
shoulders’ is the opposite of adopting the conventional advice of authors like 
Payne (2004), who advises to ‘maintain a long back and wide shoulders’ while 
speaking (p.27), and to ‘stand tall’ (p.22) when addressing a group. Trish prefers 
to drop the shoulders to be more accessible and less anxious. 
 
Trish was enthusiastic to include this part of her career in the scope of her interview. 
While the vendor-client relationship here is relevant as Trish crosses organisational 
boundaries from training institution to the trainees’ employer, far more relevant are 
these experiences for someone with a pedagogical focus who engages with MNC network 
organisations in later years. 
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8.3 Shaking Their Head in Agreement 
Research note: The van Manen concept of 'maintaining a strong and oriented 
pedagogical relation to the phenomenon' (see section 5.4.2) relates here, as Ben’s 
core organisation is charged with providing the 'knowledge transfer' to others, 
and what Ben experiences is predominantly a lesson in cross-cultural 
communication rather than one of teaching.  Lamb's ’types of diversity of 
expression - tonal qualities' resonate as these are apparent in Ben's account of the 
'knowledge transfer' directive, especially given the animated commencement of 
Ben’s account (see section 5.4.2).   
 
The themes canvassed in this account reflect some theoretical views and expand 
upon others. Theories relate to this account in various ways, including the notion 
of belonging (Anthius, 2016); the relationship between the English and Hindi 
languages (Parshad, Bhowmicka, Chandb, Kumaric, and Sinha, 2016; LaDousa, 
2015); Indian-ness (Laleman, Pereira and Malik (2015), and non-verbal 
communication (Singh, 2012; Jain and Choudhary, 2011). Communication 
becomes a problematic endeavour.  
 
Ben became animated when he described the phenomenon of ‘knowing when 
“they” understand.’ He said,  
‘With some systems we were able to get across to them better… we were 
able to get that information across to them in a better way… and I 
suppose communicate the key principles, design principles for a system…’ 
Ben’s discussion turned to the abilities of different employees from a ‘partnered’ 
organisation when he recalled,  
‘There's also a different quality of analysts who came on, …obviously 
everybody's got different …skills and aptitude and the like …and some of 
the analysts were really good and some weren't, and you would just be 
watching as you handed over the information, you would be looking for 
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the person that really understands, and asks the right question, you know 
you've got something else to tell them, and you know that what you have 
just said …might suggest another question, or …there's a slight 
contradiction.   …And there will be the person who's getting it who sees 
that there's a contradiction and you say “yeah, good, hold that thought... 
I'm glad you picked that up.”   But there would be other people, who 
would just be, you know, shaking their head in agreement, because of 
course that's the way it's done in Indian culture, you know, they're shaking 
their head to signal agreement, which is a bit confronting...  for us...’ 
 
Body language as communication of meaning is paramount here; in some cultures to 
shake the head is to agree, or to add emphasis; to an Australian with an Anglo-European 
background, considerable effort is required to embrace phenomena like this ‘shaking of 
the head’ by an Indian team member from a vendor organisation. 
      
The way in which members of a cultural group recognise other groups is 
discussed by Anthias (2016), who describes the social construction of categories 
of people, which ‘becomes reduced to people belonging to groups that are 
endowed with a given and inalienable quality thereby ignoring the crosscutting 
differences within them. Groups are treated as homogeneous categories of 
people with particular and given characteristics’ (Anthias, 2016, p. 174). In the 
event of this endowing of ‘inalienable qualities’ entering the sphere of Ben’s 
attempts at two-way communication, barriers that Ben has already confronted 
can be compounded.  The degree to which Ben or the Indian network partners 
belong in the situation will bear further on the effectiveness of the experience, as 
‘belonging denotes what people feel and their orientations’ (Anthias, 2016, p. 
176). Frustration is part of the equation here, as belonging concerns feelings. The 
feelings Ben has are likely to be experienced by others involved in the exchanges, 
including ‘them’ from India. 
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Working with English-speaking Indian people has special implications, as the 
background of the Indian English speaker in this situation is likely to be one of 
high social status within the home setting. The internal process of translation 
might be compounded by this factor. Parshad et al (2016) refer to ‘the higher 
status of English in India’ (p.377). LaDousa (2016) adds that ‘an education in 
English has emerged as a defining feature of a new Indian middle class’ (p.15). 
The Indian team member’s proficiency in spoken English adds to status, whereas 
it is a basic expectation in Australian corporate life; the emotional implications for 
the ESL team member might influence translation and learning.   
 
This new emphasis on English is increasingly complicated with the uptake and 
hybridisation of English and Hindi, as languages experience ‘competition and the 
resultant decline of …language in specific contexts: English has out-competed 
Scottish Gaelic in Scotland, Welsh in Wales and Mandarin in Singapore’ (Parshad 
et al, 2016, p. 376). The uptake of English and other languages, mainly local ones, 
in India is of note with the emergence of the hybridised ‘Hinglish,’ a hybrid of the 
dominant Indian language, Hindi, and English. The English speaking employee of 
the Indian partner firm deals with various forms of English, the hybridised Indian 
language, and also formal Hindi.  Some confusion in this regard might render two-
way communication and effective learning even more problematic.    
 
The difficulties do not stop there, as Parshad et al (2016) inform us that in the 
North-Central ‘Hindi-belt’ of India, ‘Hindi prevails as an imagined lingua franca,’ 
with ‘a diachronically almost non-existent monolingual English speaking 
population’ Parshad et al, 2016, (p.376). Australia’s monolingual English 
corporate world remains a foreign environment to the English-speaking Indian 
team member. The Indian employee, from a multilingual nation is possibly 
‘thinking’ Hindi, and undergoing internal translations involving Hindi, ‘Hinglish’ 
and English.  Under examination, speaking, translating, listening and interacting 
for the ESL English speaking Indian team member becomes complex. 
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The ‘Indian-ness’ question is of interest also; this thesis attempts to address 
elements of ‘Australian-ness,’ as evidenced in Ben’s commentary. A vein of 
Australian-ness could be perceived to run through this account. Ben refers to 
‘they’ or ‘them.’ In doing so Ben relates to this significant national distinction. The 
characteristics of ‘Indian-ness’ are worthy of exploration. 
 
Laleman, Pereira and Malik (2015) discuss dysfunctions inherent in many 
outsourcing situations and discuss the concept of ‘Indian-ness,’ and report that ‘in 
most outsourcing situations, neither of the two parties typically possesses any 
knowledge of “the other” beyond a very rudimentary set of stereotypes, biases 
and prejudices’ (Laleman, Pereira and Malik, 2015, p.443). These established 
attitudinal barriers often impede communication and meaning-making.  
 
Laleman, Pereira and Malik’s (2015) research findings on stereotypes are salutary; 
non-Indian team members located in Belgium were asked to identify associations 
regarding which they considered ‘Indian.’ The ‘Top 15’ associations, drawn from a 
group of over a thousand people, were (in descending order): holy cows, poverty, 
caste, overpopulated, chaotic, wobbly heads, social inequality, dirty, Gandhi, 
incomprehensible English, Bollywood, Ganges, Hinduism, extreme gender 
inequality (including gang rapes), and never-tell-the-truth (Laleman, Pereira and 
Malik, 2015, pp.435-436). These are not endearing stereotypical attributes. 
 
By contrast, the work of Laleman, Pereira and Malik (2015) to identify ‘business 
singularities’ based upon implicit ‘Indian-ness’ is significant. Five concepts can 
potentially apply in any organisational setting as reference points for common 
purpose: 
1. ‘Vyavahar, or expectations with regard to communicative outspokenness and 
rigidity …Contrary to the typical office environment, “talking-in-bullet-point” style 
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is … the preferred way to communicate in a professional environment by Indians’ 
(Laleman, Pereira and Malik, 2015, p.440); 
2. ‘Nyaya or justice builds on the above singularity and relies on India’s long-
standing tradition with regard to argumentative reasoning, mathematics and 
logic’ (Laleman, Pereira and Malik, 2015, p. 440); 
3. ‘Gurutva,’ referring to ‘heaviness, office of the guru,’ whereby the ‘authority 
and hierarchy, and means to acquire the necessary “gurutva”’ is required to 
‘execute efficient leadership.’  ‘Traditionally the guru (the word means both 
“teacher” and “heavy”) gets the gurutva (“heaviness”, ”authority”), which credits 
her/him with the inherent right to teach, share, coach, mentor, tutor and finally, 
evaluate and judge’ (Laleman, Pereira and Malik, 2015, p. 441). 
4. ‘Karma Yoga focuses on the techniques of intelligent actions as our karma’ 
(Laleman, Pereira and Malik, p.442) influencing our lives.  This can be explained in 
the three dimensions of ‘the ethics of autonomy, the ethics of community and the 
ethics of metaphysics …Karma Yoga focuses on disciplined action and has 
expectations with regard to one’s stand in relation to …work and life’ (Laleman, 
Pereira and Malik, 2015, p.442). 
5. ‘Jugaad or finding an innovative way around (sic) focuses on managing 
expectations with regard to procedural rigidity versus degrees of “jugaadism”’ 
(Laleman, Pereira and Malik, 2015, p.442). This complex ‘singularity’ can be 
characterised as not using traditional means, and the ‘impossibility of the 
impossible’ (Laleman, Pereira and Malik, 2015, p. 442-443).  
 
These ‘singularities’ identified by Laleman, Pereira and Malik (2015) contradict 
the stereotypical ideas outlined by the non-Indian employees referred to 
previously. This conceptual distance, if not overcome, has the potential to 
produce further barriers to intercultural communication. 
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Ben’s recollection, ‘that's the way it's done in Indian culture, you know, they're 
shaking their head to signal agreement, which is a bit confronting...  for us...’ is a 
frequently cited experience. Singh (2012) advises that ‘body language is a form of 
non-verbal communication, which consists of body posture, gestures, facial 
expressions and eye movements’ (Singh, 2012, p. 165). Singh (2012) also attests 
that humans ‘send and interpret such signals almost entirely subconsciously’ 
(p.165). In Ben’s case, a form of dissonance occurs with the affirmative headshake 
and so he interprets this as being typical of Indian culture.     
 
India-based authors Jain and Choudhary (2011) argue that non-verbal 
communication, like verbal communication, is cultural and acquired from 
childhood.  They discuss the affirmative headshake referenced by Ben. Jain and 
Chaoudhary (2011) make intra-Indian comparisons reporting that ‘nods can be 
interpreted differently; for instance in Western India, nodding the head from side 
to side means “yes” whereas in Northern India, tilting of heads in an up and down 
motion indicates “yes”’ (p.24). They add to this that ‘non-linguistic 
communication is further classified into three fields: kinesics (sic) (body 
semantics), metalinguistics (vocalisations and interjections) and proxemics 
(spatial arrangements)’ (Jain and Chaoudhary, 2011, p.23). All three of these are 
also acquired from childhood, and will vary by region, community, class and other 
cultural factors. The affirmative headshake sits metaphorically at the tip of a 
communication iceberg. Its embodiment within a whole person might be part of 
greater miscommunication and misunderstanding for cultural reasons.  
 
Ben and his local and global co-workers are learning to cope, adapt, and find meaning in 
demanding circumstances. They are identifying structural barriers before personal 
agency. They are learning very different things to those that might be expected by 
decision makers. If meaningful exchanges are the desired phenomena, ‘affirmative 
headshakes’ might be the minutiae of larger structural barriers. 
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8.4 Australia is a Multicultural Society but… 
Research note: Fundamental to this account is van Manen’s activity ‘considering 
the parts and the whole’ because in this instance the ‘whole’ of each relationship 
needs structure to function (see section 5.4.2). Lamb's ’types of diversity of 
expression - articulation' resonates as a concept as Mel assumes an authoritarian 
style of voice to assert his remarks on accountability. Mel’s struggle to establish 
productive relationships with vendors is common, as explored by Clampit, Kedia, 
Fabian, and Gaffney (2015).  Establishing an effective relationship takes time as 
parties grapple to ascertain meaning in communication across cultural 
boundaries.  Mukherji and Jain (2015) discuss dimensions of management 
communication effectiveness, their findings congruent with Mel’s experience.  The 
cultural issues that concern Mel can be interpreted in various ways, including Suri 
and Abbott’s (2013) approach to emergent organisational culture. 
 
I asked Mel if his experiences concerned Australian vendors operating locally, 
rather than multinationals based in India. Mel replied; his voice became steady 
and authoritative.  
 
‘A huge difference.  I know that Australia is a multicultural society but at 
the end of the day if we are dealing with someone from a totally different 
culture who knows only that culture, that’s different.   …The cultural 
nuances and gaps and things that impact your communications, …when 
you talk to some of these folks and they nod their heads it doesn’t mean 
they are saying “yes I will go and do that,” it doesn’t mean anything else 
but “I hear you. I am understanding you.” Nothing more. There is no 
commitment.  But in our culture if I nod my head and say, “yes,” it means I 
will go away and do what we said I would do. In our culture it means you 
will go and do that. But it’s not like that for these folks. ‘ 
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Clampit et al (2015) explore satisfaction with outsourcing and offshoring 
arrangements like those described by Mel.  They reveal that ‘modern offshoring 
partnerships are requiring more frequent/intense interactions to facilitate 
increasingly interdependent tasks’ (Clampit et al, p. 82).  Mel’s initial 
arrangements applying informal interactions underestimate the time and effort 
required for effective relationship building.  Clampit et al (2015) argue that for 
core ‘customer’ organisations, ‘accurately determining reputations and 
implementing dependable monitoring and control mechanisms are especially 
difficult’ (p. 84).    They also report that from the vendor viewpoint, vendors ‘must 
trust that clients will pay on time, properly specify expectations, and avoid 
exploiting ensuing vendor investments’ (Clampit et al, 2015, p. 84). Mel’s early 
informal discussions with his vendor representative typifies the avoidance 
behaviours that might accompany the types of vendor concerns expressed by 
Clampit et al (2015).  Vendor representatives do not commit to promises that Mel 
assumes are being made in his informal interactions.  Mel’s difficulty in 
establishing monitoring and controlling processes are typical of managers in his 
situation. Embodied closeness with informal interaction has been inadequate for 
relationship building.  
 
The transparency Mel seeks for monitoring and control of work is evasive.  
Clampit et al (2015) describe an instance of a lack of transparency similar to this 
one.  They cite a situation involving a German core customer organisation and an 
Indian supplier.  They report that ‘Indian workers, sensitive to criticism, refused to 
convey accurate information that might be perceived as negative (e.g., 
nonworking code) or admit to difficulties understanding instructions’ (Clampit et 
al, 2015, p. 87).  Clampit et al (2015) conclude that ‘there are real reasons why 
satisfaction levels with offshoring partnerships are often low, with cultural issues 
frequently singled out as a key suspect’ (p.92). The difference between one 
company’s culture that desires ‘tell all,’ making promises that deals with another 
company’s culture that resists future investments and avoids admitting 
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difficulties is not what Mel anticipated.  Culture is much more than language and 
communication when operational business undertakings are being made. 
 
Mel assumes that a conversation will prompt action and he struggles with this 
phenomenon for about six months.  Mukherji and Jain (2015) examine the 
effectiveness of managers in multicultural environments and make the often 
unstated comment that ‘communication …is effective when the person 
interpreting the message attaches a meaning to the message that is relatively 
similar to what was intended by the person transmitting it’ (p. 4).  This is Mel’s 
quandary.   
 
Mel has been selected for his role because of his extensive global, multicultural 
experience, yet Mel remains surprised at his own fundamentally Australian 
orientation, commenting on his Australian-ness when assessing his own 
experience in multicultural settings.  He makes a distinction, that ‘if we are 
dealing with someone from a totally different culture who knows only that 
culture, that’s different.’ Mel’s own multicultural expertise is Australia-centric, 
distinct from expertise that is essentially global.  
 
Mukherji and Jain (2015) explain that ‘behaviours are habitual, built up over the 
years and difficult to change’ (p.3).  They claim that ‘managers who are culturally 
effective are able to modify behaviour by understanding the message behind the 
words’ (Mukherji and Jain, 2015, p.3). Their definition of a ‘culturally effective’ 
manager must be seen as an aspirational one, and might be a healthy one for 
managers in roles like Mel’s. 
 
For Mel, the difficulty associated with garnering promises and actions from 
informal conversations is derived from cultural differences.  Mel’s interpretation 
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of this phenomenon casts this reluctance to commit as an aspect of the culture of 
‘these folks,’ the representatives of Indian supplier companies. 
 
Mel’s construct of culture in this instance describes a culture that is ingrained and 
constant, rather one of emergent culture.  While Mukherji and Jain (2015) note 
that behaviours are ‘habitual,’ and ‘difficult to change,’ attributes of culture can 
be variously ascribed (p.3).  Suri and Abbott (2013) argue that in situations like 
Mel’s, ‘culture is negotiated, emergent, and contested (a view which has 
anthropological origins) and that collectives at any level (national, organisational, 
and subgroup) can develop these systems of shared meaning’ (p. 196). Moreover, 
as among Indian ICT organisational cultures ‘there is a tendency toward 
confluence and assimilation of foreign cultures rather than confrontation and 
difference,’ Mel has experienced an avoidance of conflict and a gradual 
development of a more cohesive inter-organisational culture (Suri and Abbott, 
2013, p. 196).  The structures and behaviours adopted become part of the shared 
reality for the vendors and core client organisation, part of the new cultural 
reality for those directly involved.  A view of culture as emergent renders a more 
productive assessment of developments in Mel’s setting than a perspective that 
culture is ingrained.  The embodied participants in Mel’s account take time and 
structured effort to enable the preferred culture to emerge. 
 
The lessons learned by Mel go to the heart of many inter-organisational issues that arise 
in network organisations, and that influence the learning that results. The construction of 
an emergent culture, including the adoption of formalised relationship management (see 
account 7.5), is a possible microcosm of the experiences of network organisations 
globally. Mel has learned through experience and extensive face-to-face discussions that 
rather than being a victim or observer of culture, with agentic perseverance one can co-
create preferred cultures and experiences.   
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8.5 He was Respectful 
Research note: Andy’s ability to investigate experience as he lives it rather than as 
he conceptualises it is one of van Manen’s activities of hermeneutic 
phenomenology (see section 5.4.2). The stern but confident manner in which Andy 
expresses himself is in accord with Lamb’s ‘types of diversity of expression – 
articulation’ (see section 5.5), rendering this brief extract a sample of rich learning 
experience.  Andy’s situation and responses to being ‘partnered’ with a consultant 
from an external organisation who takes over his role reflect the research of Weck 
and Ivanova (2013). Andy’s decision to work for change alongside his partnered 
Team Lead coincides with Wilkin, Campbell and Moore’s (2013) research on inter-
organisational activities from a human agency perspective. 
 
Andy recalled a period when his employer, going through the process of 
becoming increasingly ‘partnered’ and ‘networked,’ formed a partnership with a 
global professional services organisation to help transform its ICT departments. 
As well as providing consulting advice, the global organisation (pseudonym ABC) 
placed its consultants in management and team member roles throughout the 
organisation. I asked Ben about working alongside the vendors.  
 
Andy regarded me directly and replied with a stern voice,  
'One of their people took over my role as Team Lead.'  
I asked, 'Did it matter that he was working for the other company? How did you 
get on?'  
Andy replied,  
'I think that in this case it worked. He knew the situation and what had 
happened...'  
I probed further, 'were there any major differences?' and Andy replied,  
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'No, I was fairly flexible. Clearly the way I had been doing it was no longer 
going to work, it was not the way of doing things... I knew I had to learn; I 
wasn't resistant.' 
 
I asked, 'even though it's a global company he came from a... different company, 
different country?' …and Andy replied in simple terms,  
'He was respectful.'    
 
The word ‘respect’ is not widespread in the literature concerning inter-company 
relationships.  Weck and Ivanova’s (2013) study is a notable exception.  Weck and 
Ivanova (2013) investigate relationships in partner firms.  Their findings relate to 
and extend Andy’s comments, as their study identifies three phases in the 
development of inter-company relationships. Their model would position Andy’s 
experience in the second phase, ‘exploration,’ which follows ‘awareness.’ After 
the awareness phase, which is characterised by cultural knowledge such as 
‘general,’ ‘national culture’ and ‘stereotypes,’ the second ‘exploration’ phase 
moves into ‘specific’ cultural knowledge, accompanied with ‘open 
communication,’ ‘activeness,’ ‘appreciation’ and ‘respect.’ (Weck and Ivanova, 
2013, p.214).  Following this model, the next phase in successful partnering would 
be ‘expansion’ with ‘close personal relationships’ (Weck and Ivanova, 2013, 
p.214).  Andy might experience this ‘closeness’ later.    
 
In the Weck and Ivanova (2013) framework, Andy and his partnered Team Lead 
are operating at the second stage in this three-part process. The newly arrived 
Team Lead’s role is explicit: to improve the core organisation’s performance.  
Andy’s comment, ‘he respected me,’ suggests that the ABC consultant arrived 
fully equipped to engender two-way respect, not always the case. 
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‘Learning by doing’ emerges here also: Andy works with his partnered Team Lead.  
Weck and Ivanova’s (2013) findings also emphasise experience, as most of the 
managers they interviewed acquired ‘“first-hand” knowledge of business culture 
through experiencing real interactions’ (p. 217). Active, open, respectful 
communication between embodied beings is at the heart of inter-company 
partnerships. 
 
The experience of working together is critical here. Wilkin, Campbell and Moore 
(2013) explore human agency in the context of two organisations with differing 
cultures working together, identifying ‘agency as a process in which actors engage 
with the past, the present and the future understandings of their potential 
actions through habit, imagination and judgement,’ and ‘explains why people 
both seek and resist change’ (p.502). Andy’s past experiences have provided him 
with the personal attributes that enable him to appreciate the respect he has 
received, attributes which in turn enable him to seek rather than resist change.  
Moreover, Andy makes it clear that he did so with deliberation. Respect is 
invaluable in inter-company contexts.     
 
The openness that Andy and the new ‘partnered’ Team Lead bring to their work is 
notable.  Their relationship is ‘in person,’ and very rapidly it contributes to learning for 
Andy and his colleagues.  Andy appreciates feeling respected, and responds accordingly. A 
positive learning environment results, obtaining the desired benefits of the new 
association with ABC. The new relationship, structured in a positive and respectful way, 
assists agency, communication and the sharing of meaning.  
 
8.6 It was About Being Able to Work with Other People 
Research Note: van Manen’s criterion for hermeneutic phenomenological inquiry 
of ‘investigating experience as we live it rather than as we conceptualise it’ is 
relevant here as Trish describes experience in this highly collaborative setting (see 
section 5.4.2). The smile in Trish’s voice conveys meaning, an example of the 
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‘types of diversity of expression - tonal qualities’ that Lamb describes (see section 
5.4.2).   Trish’s situation fits with concepts of effective problem solving (Lamm, 
Shoulders, Roberts, Irani, Snyder, and Brendemuhl, 2012) and play (West, Hoff 
and Carlsson, 2013).  
 
Trish had previously mentioned an ‘implementation partnership,’ which 
interested me greatly. Her employer was purchasing a major system, and had 
inadequate internal skills to specify the requirements, including customisations. A 
three-way partnership was formed: her group as the customer; the vendor; and 
an ‘implementation partner’ (pseudonym ‘JJJ’), a separate member of the 
network retained to arrive at requirements, customisations, and provide technical 
interface with the vendor.  Trish described the arrangement and what occurred. 
  
‘...we had outsourced the subject matter expertise, to JJJ, they have a 
really strong relationship with the vendor, that’s how they were 
recommended, …they had a master agreement for all sorts of things, they 
were highly discursive, lots of disclosure …they really knew very well the 
product we were buying, so when we would say to them…   "Can the 
system do this?" …they knew and that's how we planned the 
recommended approach. They were very knowledgeable about the 
product we were buying.' 
 
I asked about the location where the team members from JJJ worked.   Trish 
replied,  
'We had their people working with us on the floor. The people we were 
buying this from had an approach where we all had to work together. 
Their office wasn’t far away so it was easy to go and work at their office 
where they would create this sandpit...' 
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I interrupted to find out more about the 'sandpit.' Trish launched her explanation 
with a smile in her voice.  
'Sandpit is when you get to play with something you might want to use, or 
might never use, and ... we would ask 'can we see how it does this?  …and 
then they would write a bit of code to configure the system or whatever 
they could do... and we would say, "that's …really cool, can you make it 
work that way for us?"' 
 
Trish described the very positive benefits of actively working together in face-to-face 
communication to explore issues and solve problems. Her descriptions of the work in the 
’sandpit’ are lively and positive. The discursive nature of the process is what makes it 
work for her.  
 
I commented on the outsourced, partnered organisation that worked face to 
face, in the room. Trish continued in her positive vein,  
'…watching them develop stuff, …I learned so much about technology 
because I got to play.  It's exciting, it's not just “same old, same old.” It 
was about being able to work with their people, to experiment and play, 
and I really got to appreciate the technology more.’ 
 
Trish’s recollections of this process offer experience-based insights into problem-
solving.  Lamm et al (2012) canvass problem-solving approaches, citing ‘numerous 
proven benefits’ (p. 18) for collaborative group problem solving situations. They 
describe ‘wrestl(ing) with different interpretations and solutions brought forth by 
group members’ (Lamm et al, 2012, p.18).  Experiences like Trish’s could be 
described as effective application of these approaches. Trish did not comment on 
weaknesses of the ‘sandpit’ approach; only strengths. This exemplifies a degree 
of structure for collaborative problem solving. According to Lamm et al (2012), 
with too little structure ‘groups will become inefficient’ while with too much 
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structure, ‘efficiency boomerangs and the members find themselves trapped’ 
(Lamm et al, 2012, p.20).  The parties to Trish’s situation have worked within the 
bounds of optimal degrees of structure.  
 
The idea of play at work might superficially appear to be a contradiction; however 
literature suggests that play has its place. West, Hoff and Carlsson (2013) find play 
an ‘elusive concept to define,’ describing play at work as activity with the 
following elements: it is ‘self-chosen, fun, frivolous, imaginative, and in some way 
bound by structure or rules’ (West, Hoff and Carlsson, p. 6). This relates to Trish’s 
situation when she recalls, ‘I learned so much about technology because I got to 
play.  It's exciting, it's not just “same old, same old.”’ As West, Hoff and Carlsson 
(2013) point out, ‘play is now more often seen as an essential aspect of the 
creative organisational climate, …and many researchers argue that play is an 
essential aspect of a healthy and creative organisational environment’ (pp. 7-8). 
Trish has had this experience, in an environment where (to quote Trish again), ‘It 
was about being able to work with their people, to experiment and play, and I 
really got to appreciate the technology more.’  
 
Playfulness in the sandpit, in a personalised face-to-face setting, is a very different 
environment to those which are experienced in some other accounts: here the network 
organisation is using the embodied efforts of network members’ staff to good effect. 
Communication and shared meaning are strengthened in ‘play’ in the ‘sandpit.’ 
 
8.7 We Weren’t Really Able to Have a Conversation 
Research Note: van Manen's focus on 'reflecting on essential themes' relates to 
this passage where Ben comments on 'conversation' (see section 5.4.2). Lamb's 
description of 'interval' as part of spoken expression of meaning reflects the 
lengthy pauses in Ben's responses (See Section 5.4.2).  Conversation is a key 
aspect of discourse in business (Bargiela-Chiappini, Nickerson and Planken, 2013, 
p.11). Urbanová (2001) discusses interactional attributes of conversation and 
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meaning-making. Boden (1994) emphasises the importance of ‘talk’ in 
organisational life. 
 
In my discussion with Ben I asked, ‘Did you have access to SMEs (Subject Matter 
Experts) from the vendor, or anything like that?’  Ben paused and then he said,  
‘…yes there were SMEs from the vendor but as I said…’  
and he paused again, so I remarked, ‘But you were on your own…’ and then after 
further hesitation Ben said,  
‘We weren't really able to have a conversation with them…’ 
 
The 'ability to have a conversation' is at question here. Bargiela-Chiappini, 
Nickerson and Planken (2013) refer to business communication 'across national 
borders between people who do not share the same culture' (p.11). 
Communication is made harder by a lack of conversation.  Ben is frustrated with 
the need for conversation and the deprivation of this opportunity due to 
differences of time-zones and localities.   The situation resonates with the idea 
that conversation is much more than verbal exchange.  
 
Network organisations like Ben's employer might base their sourcing decisions on 
the premise that 'email is enough,' as described in account 7.8, Really make it a 
win-win.  As Urbanová (2013) reminds us, 'the language of conversation is 
predominantly characterised by its interactional (expressive, emotive, 
interpersonal, social expressive) function' (p. 50).  The meaning exposed through 
conversation far exceeds that which is written, and does necessarily involve 'talk.'  
Boden (1994) argues that 'talk ...is the lifeblood of organisations' (p. 8). In the 
absence of the 'talk' and in particular the 'conversations' to which Ben refers, 
perhaps the lack of conversation between cross-corporate, cross-national team 
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members is a deprivation of the 'lifeblood' referred to by Boden (1994). Ben seeks 
embodiment and connectedness through conversation. 
 
Network organisations that attempt operations without conversations across company 
and geographic boundaries are in peril.  The act of being engaged in a meaningful 
conversation might be of greater importance than the content of the conversation. Many 
aspects of agency and shared meaning rely on conversation.    
 
8.8 You Never Say ‘No’ to a Customer 
Research note: van Manen’s aspect of hermeneutic phenomenology ‘maintaining 
a strong and oriented pedagogical relation to the phenomenon relates to Andy’s 
desire to learn, including his reflections regarding how he acquired this important 
knowledge (see section 5.4.2).  Andy has learned that rather than saying ‘no,’ a 
supplier can use the opportunity to teach the customer more about products, 
processes and people. Andy laughs at his own insights, consistent with Lamb’s 
numerous ‘types of diversity of expression’ (see section 5.4.2). Andy’s learning 
experiences reflect the research of Dessne (2013) and Cunningham and Hillier 
(2013) on learning in organisations, while Andy’s insight regarding customer 
service are consistent with Carmeli, Dutton, and Hardin’s (2015) arguments 
concerning respectful engagement. 
 
I asked Andy to sum up with any ‘standout’ lessons from the period he had just 
described, working with ABC including the ABC Team Lead, and he said,  
'I learned that the customer is always right. Almost.’    
Andy spontaneously burst out laughing. He continued,  
'You never say no to a customer ...that the answer can be 'Yes, but here 
are the implications.' 
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I asked, 'How did you learn that?' Andy replied,  
'I was on a project and we were working on 'you can say “yes” in different 
ways: “I can do this, but these are the implications;” you can make sure 
you never say no.'  
I asked Andy where this advice came from, and he said,  
‘It was from ABC, a consultant project manager.' 
 
Andy is animated as he recalls this rich learning experience.  Dessne (2013) argues 
that in organisations, ‘a majority of what is known by individuals is exchanged in 
informal structures in relationships and interactions rather than in formal 
structures and processes’ (p.18). The partnership in which Andy’s employer is 
involved appears to embrace this concept, and that ‘learning in an organisation 
occurs through the learning in relationships by individual participants who are 
bound to each other through these relationships’ (Dessne, 2013, p.18). The type 
of relationship Andy is involved in reflects this very phenomenon. 
 
As with his partnered Team Lead (see account 8.5), Andy respects and learns from 
this external consultant project manager. Respectful engagement is the concern 
of Carmeli, Dutton, and Hardin (2015), who note that ‘respectful engagement 
focuses on interpersonal actions that confer a sense of value and worth,’ and that 
it ‘focuses on the behaviours that create respect’ (p. 1022). They argue that ‘acts 
of respectful engagement include conveying presence, communicating 
affirmation, effective listening and supportive communication’ (Carmeli, Dutton, 
and Hardin, 2015, p.1022). Andy learns major lessons about working with internal 
customers, and finds himself amused with the effectiveness of a simple change of 
emphasis and language, to ‘never say “no” to a customer.’  This insight is 
consistent with Carmeli, Dutton, and Hardin’s (2015) suggestion that ‘greater 
levels of respectful engagement should foster creativity’ (p.1022). Respect is part 
of the structuration required for innovation. 
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This major change in Andy’s approach and behaviour concerning internal 
customer service is an example of informal workplace learning, which results 
‘from on-the-job interactions in which one discusses work-related ideas and 
issues with knowledgeable and experienced colleagues’ (Cunningham and Hillier, 
2013, p.39). Andy considers the ‘never say “no”’ message, and applies his 
intuition and interpretative skills, also consistent with Cunningham and Hillier’s 
(2013) discussion. They argue that ‘intuiting is about changing the way a person 
thinks, interpreting is about sharing and stabilizing insights, and integrating 
relates to the ways individuals can potentially use these ideas to change 
structures’ (Cunningham and Hillier, 2013, p.40). Andy becomes a positive part of 
changing structures through the agency of himself and others. 
 
Deep learning is taking place in this situation, and Andy is able to celebrate his learning 
experience with laughter some years after this situation in a network organisation with 
partnered relationships.  This ‘respectful engagement’ to foster workplace learning may 
be elusive to some, while in this instance it has occurred as part of a partnered approach 
to change. 
The settings to create the deep learning described here are salutary: in this case, the 
vendor is seen to be the teacher as much as the student. Having regard for the knowledge 
and application of that knowledge, Andy finds himself in a learning relationship. This 
phenomenon is at odds with some other accounts, where the knowledge expected of 
network partners is lacking. The deep meaning of this message resonates some years 
later for Andy, who had this rich learning experience in a network organisation.  
 
8.9 Where we Developed Good Personal Relationships 
Research note: The van Manen concept of 'investigating experience as we live it 
rather than as we conceptualise it’ is relevant as Ben’s experience of relationships 
attracts us to the phenomena (see section 5.4.2). Lamb's ’types of diversity of 
expression – tone are of relevance as Ben changes his tone while smiling (see 
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section 5.4.2).   Ben's recollections relate to literature including that concerning 
relationships and learning (Madden, Mathias and Madden, 2015; Dessne, 2013), 
concerns associated with teaching your replacement as you are losing your job 
(McCann, 2013; Swart, Kinnie, van Rossenberg and Yalabik, 2014); and 
phenomena associated with silence like that of the departing employee that 
concludes this extract (Burris, Detert, and Romney, 2013; Timming and Johnstone, 
2015). 
 
During the interview, without prompting, Ben raised the concept of relationships.  
He said,  
‘... probably where we developed good personal relationships, and that 
sort of thing, and a good communications style, …the learning was more 
effective.’  
I asked him what made it work in some cases, and he advised that  
‘maybe it was where it was working it worked even better… (and) success 
breeds success.’ 
 
I built on this comment with some theory and told Ben that ’some people say that 
most of our learning comes from relationships...   If you have a good relationship 
with someone, you're going to learn from them.   If you don't get on with them, 
it's …harder.’ Ben explained that there was both harmony and discord in the 
environment of his team at the time...  
 
Ben smiled and said,  
‘And there can be tension.   And ... it was interesting seeing some of the 
people, you know people were handing over their jobs to these guys, and 
that was difficult in some cases, even though some of them were …happy 
they were getting a package and going, there was a bad side to it as well.   
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And I remember one of the guys ... sort of cheerfully going …and I didn't 
really sense the bitterness there.   Except in his ...farewell speech, it sort 
of came out.    There was something under the surface there… and yet he 
had had a good relationship…’ 
 
Ben’s ‘Mona Lisa Smile’ changed the shape and tone of his message; his is the voice of the 
intrigued… and this ‘under-the-surface’ reference of Ben’s interests me. The idea that 
‘secrecy’ or ‘confidentiality’ might put a cloud over the manner in which people work 
together deserves attention; so too is the withholding of emotions that can be built into 
the codes of corporate life, especially in network organisation MNCs. Secrecy and 
withholding might be detrimental to meaning-making, communication and learning.  
 
The role of personal relationships in learning is well documented. Madden, 
Mathias and Madden (2015) argue that ‘positive relationships at work have 
proven to be …beneficial for organisational outcomes such as learning’ (p.245). 
They find that ‘perceived organisational support is connected to individuals’ 
positive relationships with co-workers‘ (Madden, Mathias and Madden, 2015, 
p.244).  The interconnection of feeling supported and establishing relationships 
for improved outcomes is consistent with Ben’s desire for ‘success’… employees 
want the new arrangements to work, despite being unconvinced of their value. 
 
Dessne (2013) is specific on relationships, commenting that ‘learning in an 
organisation occurs through the learning in relationships by individual 
participants who are bound to each other through these relationships’ (p.18).  For 
Ben’s situation, rather than conducting interventions to help intercompany 
relationships to form, the team members have to explore these dimensions 
without support or encouragement. Madden, Mathias and Madden’s (2015) 
contributions expand upon this. They argue that ‘members who feel that their 
organisation values their contributions and cares about their welfare will 
reciprocate those feelings to the organisation’ (Madden, Mathias and Madden, 
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2015, p.253). Organisations that ascribe value to their employees generally 
benefit from this.  
 
The capacity of an employee to share information in the network organisation 
context also deserves attention. Ben recalls that an employee with an expectation 
of forthcoming job termination was asked to share knowledge with a team 
member from a vendor organisation. McCann (2013) refers to situations like this 
one when he argues that ‘new working practices have damaged the professional 
culture of banking and finance organisations’ (p.399). This damage is 
compounded when, as McCann’s research indicates, ‘particular and sharp 
criticism was aimed at a detached, incompetent, and out-of-touch senior 
leadership’ by team members and employees (McCann, 2013, p.399). McCann’s 
interviews also found that ‘the reckless and detached attitude of senior figures in 
failed banks and insurance houses was found to be reflected at lower levels of 
employment in the sector, in the resentment and dismay found among 
employees’ (McCann, 2013, p. 401). If McCann’s study of British corporations 
translates to similar organisations in Australia, then managerial practices have 
actively discouraged rather than encouraged learning. It becomes predictable 
that Ben’s colleague is uncomfortable about training the person who could be 
replacing him, especially when the new person is employed by an overseas 
company.  
 
Swart et al (2014) note that ‘professionals face a series of tensions when their 
personal control over their knowledge is combined with cross-boundary working,’ 
(p.269) and that ‘knowledge sharing …may be limited when they feel torn 
between their commitment to different internal and external parties with whom 
they interact’ (p.269). Their study suggests that this is a complex area with 
multiple foci. Like so much of the experience considered in this discussion, and so 
much of the literature, assumptions about what it means to ‘share’ or ‘transfer’ 
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knowledge are deeply fraught. Learning is often a relationship-based 
phenomenon with many emotional aspects.   
 
One of Ben’s colleagues stored his dissatisfaction even until his departure, and Ben did 
not sense ‘bitterness’ until his ‘farewell speech.’ Ben sensed that ‘there was something 
under the surface.’ Ben extracted meaning from his colleague’s farewell speech that went 
beyond words, and identified emotion.   
 
Burris, Detert, and Romney (2013) conducted research on ‘employee voice,’ 
whereby voice is expressed when ‘the occasion to speak up arises when 
employees experience some source of dissatisfaction or perceived need for 
improvement… or when they believe a new opportunity exists that, if exploited, 
would significantly benefit the organisation,’ (p. 22). Voice ‘overestimation’ 
occurs when employees ‘”overestimate” their level of voice relative to their 
managers’ perspective’ (Burris, Detert, and Romney, 2013, p.23.). Expression of 
voice might be avoided by Ben’s team members because ‘employee 
overestimation of voice may lead in time to severe employment consequences 
such as involuntary termination’ (Burris, Detert, and Romney, 2013, p.25). The 
organisation’s culture and management expectations might have encouraged the 
withholding of employee voice until departure, and even at the moment of 
departure. 
 
Timming (2015) explores ‘voice’ and ‘silence.’ He describes ‘silence’ as the 
situation ‘when employees choose not to share or express their opinions or ideas; 
silence is not about failing to communicate or having nothing to say’ (p. 156). 
While there is a common view that having ‘voice’ is necessarily positive, 
‘employees can choose (or not) to be silent when offered voice and that most 
choices to be silent or to speak up are conceptualised in relation to the contextual 
environment in which employees find themselves’ (Timming, 2015, p. 158). Ben’s 
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colleague remains ‘silent’ on his concerns, right up to the point where he is clearly 
quelling his bitterness, which is a comment on his organisational context.  
 
Ben’s discomfort might not be expressed in words, but it continues. This organisational 
setting, within a network organisation-styled MNC, is not one where ’employee voice’ is 
embraced, and so learning is stifled rather than encouraged. Network organisations do 
not always develop cultures where voices are open and welcomed for more constructive 
relationships.  Connectedness, learning and shared meaning are stilted in the silenced 
setting.  
 
8.10 I Put in a Complete Work-around 
Researcher’s note: The manner in which Trish puts practice ahead of the 
‘approved process’ typifies what van Manen would refer to as ‘investigating 
experience as we live it rather than as we conceptualise it’ (see section 5.4.2). 
Trish’s very firm articulation of this recollection is consistent with Lamb’s ‘types of 
diversity of expression – articulation’ (see section 5.4.2), rendering this brief 
account a very rich one.  Initial problems trying to establish communication with 
the overseas help desk team members resonates with the theories of Brannen, 
Piekkari and Tietze (2014) on the role of language in international business 
contexts, while Trish’s account of how she found a deeper communicative 
relationship with two members carries themes consistent with the work of Xu 
(2013) and Sweeney and McFarlin (2015). Gupta and Polonsky (2014) canvass the 
need for relationships like those that Trish is able to establish.  
 
After describing issues Trish had dealt with when her help-desk function was 
outsourced, I asked her, 'How did you get through all of this?' Trish answered 
firmly and with confidence,  
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'I established some relationships, two of them over at India, and I spoke to 
them, and spoke directly to two of them.  I chose two of them who 
seemed to get the idea of what we were talking about, and I …got talking 
with them, and we discussed, "Well, if you check this box and that 
happens, and then you uncheck that box and something else happens, 
then you can get somewhere.”  I told them if we had to wait, and go 
through the channels, we will be in a queue forever and so it was, "we go 
in, we go into tools, options and all that stuff and we check these boxes, 
yes we work through all of this."   I put in a complete work-around, 
because if I had done all this using the processes that were put in place, 
we would never have got anywhere...  I went straight to them, I went right 
around the line of command... I found, I enjoyed that stuff, that was how I 
got around that and as I said, it has improved.’   
 
Trish is triumphant about her determination to establish relationships in spite of the 
established, formal communication channels. Her ability to select the chosen two team 
members and concentrate on their learning is noteworthy: Trish found a way to get a 
result using methods that were not sanctioned by decision-makers. Trish’s pleasure at 
achieving a result; in this case, relationships in which learning is more rather than less 
likely to occur, indicates that the work is ‘on track’ not because of the mechanisms 
established between network members by decision-makers.  Rather, relationship 
development and learning occurs despite those very mechanisms. Trish’s agency leads to 
strong communication and shared meaning with offshore team members. 
 
Trish finds that the new overseas help desk members do not possess the skills 
and knowledge to perform their work, and have great difficulty acquiring them. 
The issue here is an expectation that the knowledge either is already present, or 
is easy to acquire. Brannen, Piekkari and Tietze (2014) report that ‘transferring 
the linguistic signals alone across borders does not ensure that the meaning is 
transferred as intended’ (p. 496).   The intended meaning for the network team 
members in India is not forthcoming in this instance.   This dysfunction is further 
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pronounced as ‘in international encounters… linguistic codes sent through 
electronic media are subject to sense-making in dispersed cultural contexts’ 
(Brannen, Piekkari and Tietze, 2014, p.496). Electronic messages have been 
ineffective. This phenomenon is more problematic when considering that 
‘specialised language is usually clear to insiders, (but) not to outsiders who lack 
the shared experience of the former’ (Brannen, Piekkari and Tietze, 2014, p.496).  
Decision makers in Trish’s core organisation and within the network partner have 
created this arrangement relying upon electronic forms of communication that 
have proven ineffective until Trish’s ‘workaround’ takes effect. 
 
The position from which Trish describes this encounter with the Indian help desk 
members is one of authority: without overtly expressing it, Trish implies that she 
possesses this authority.  Trish sees it as her responsibility to make this hand-over 
work, amplified in her tone and sense of accomplishment as her work-around 
takes effect. Xu (2013) considers factors like power relationships in settings like 
these, advising that ‘due to the pervasiveness of power relations and power 
differentiations between cultures, intercultural communication cannot be viewed 
merely as interpersonal communication in an intercultural context’ (p.388). The 
interplay of power and people comes to the fore.  Trish’s agency and 
assertiveness makes a difference. This very imbalance of power or authority 
might have been one of the causes of initial communication problems with the 
Indian help desk.  
 
Xu (2013) is critical of the idea that ‘intercultural competence’ is an answer to this 
quandary, as the very concept of ‘competence’ in this context is value-laden. Xu 
(2013) maintains that ‘the discourse of intercultural communication competence 
serves to highlight the cultural patterns of the host and dominant groups and 
marginalize the voice of those disadvantaged groups’ (p.387). Interventions like 
‘Intercultural Training’ can further weaken the learner’s role if the learner is the 
marginalised member of the network, the member who is ‘foreign’ to the core 
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organisation. This factor amplifies the power imbalance to which Xu (2013) refers. 
To heighten inequality that leads to poor communication, if a ‘local-foreign’ 
dimension can be categorised as a diversity, Sweeney and McFarlin (2015) advise 
that ‘few companies have created an atmosphere where diversity is taken 
seriously. In one survey, less than 10 percent of firms felt they did a very good job 
of supporting diversity’ (Sweeney and McFarlin, 2015, p.27). Diversity is not 
sufficiently embraced by Trish’s organisation.  
 
Gupta and Polonsky (2014) discuss relationships in network organisations, 
reporting that the ‘structural relationship fit between the multinational and its 
network partners is dependent on the resources, skill, and activities of all the 
actors in the network’ (p. 616). They argue that any weak point in the network of 
actors will draw down the effectiveness of the MNC overall. This concept 
encapsulates the very phenomenon that Trish is addressing in this extract: there 
are weaknesses and Trish ‘works around’ them. Gupta and Polonsky (2014) point 
to the very ‘relationship’ issue that Trish reports here, arguing that ‘the diffusion 
of knowledge …is dependent on there being strong or tightly coupled 
interpersonal ties’ (p. 616). The creation of this ‘coupling’ is that in which Trish 
takes pride.  
This account is pivotal to the research question, i.e., that the relationships that enable 
communication are as important as the communication itself. The weakness of digital 
international communication has been overcome by Trish’s determination to forge 
connection. Trish’s work-around has a textbook case-study quality that is profound in the 
context of this thesis. Her network organisation is getting results because Trish’s desire to 
connect with overseas team members and agentic action have overcome the structural 
barrier of the formal communication channels. Trish’s actions lead to effective 
communication and learning.  The embodied reality of the Indian team members has 
influences on outcomes that were not possible in their absence.    
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8.11 Relationship Development is Fundamental 
Research note:   van Manen’s research activity of studying ‘a phenomenon which 
seriously interests us and commits us to the world’ as part of hermeneutic 
phenomenology is significant here, as Mel makes it clear that by the time he has 
worked in associated roles for eight years, vendor relations and strategy have 
become an important part of his professional orientation (see Section 5.4.2). Lamb 
refers to ’types of diversity of expression- intervals,’ which Mel applies in this 
extract (see Section 5.4.2). Mel experienced what Manning (2014) reveals in 
research regarding ‘resistance.’  Mel’s experience bears out what Hansen and 
Rasmussen (2013) recognise as a healthy progression in relationships between 
vendor and core organisations. 
 
I asked Mel to reflect on his eight years dealing with vendors in his network 
organisation. He reflected,  
‘Some of the internal folks had a vested interest in having the vendor 
organisations fail. So a lot of folks didn’t make it easy for them to 
succeed….’  
After a pause he continued,  
‘There’s that mistrust and maybe fear about what is going on and where 
this is going to end.’ 
 
I asked Mel about the origins of this mistrust. ‘Some of the jobs we were doing 
moved from being “responsible for the doing” to “managing someone else who is 
doing the doing.” They are different.’  Mel paused and nodded, reflecting that 
‘the journey has been a very difficult one.’  
 
Mel’s halting style continued, departure from his usual highly polished speech. He 
said,  
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‘While we … engaged them to some extent   …some were more strategic 
than others.’  
I asked whom he was referring to, and he answered that it concerned both local 
employees and the vendor organisations.   
‘It has evolved …we have done this, could we have written these things we 
have now without being on the outsourcing journey?   … A lot of it was 
driven by our own experience; what we wanted, and more experience 
about what was possible.’   
 
I asked Mel about his general advice to those involved in managing and 
consolidating their network organisation. Mel replied,  
‘Relationship development is fundamental.’ 
 
Mel describes the unforeseen behaviours of local staff when initial outsourcing 
actions were being taken.   Manning (2014) conducted interview-based research 
in several firms that had outsourced functions to offshore organisations. Major 
internal challenges included ‘anxiety among domestic staff and internal 
resistance’ (Manning, 2014, p. 528). Most importantly, across the thirteen case 
study firms, ‘most internal challenges were rarely anticipated’ (Manning, 2014, p. 
528). Consistent with Manning’s findings with his case study firms, Mel reported 
that ‘a lot of folks didn’t make it easy for them (the vendor organisations) to 
succeed.’ On reflection Mel realises that ‘fear about what is going on and where 
this is going to end’ can be expected when local employees fear that their own 
livelihoods are at risk. 
 
Some of Mel’s recollections are not happy ones; he recalls that ‘the journey has 
been a very difficult one.’ However Mel has also emphasised that by learning 
from experience the effort has been worthwhile. Manning (2014) reports that  
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‘the value of offshoring “experience” is …contingent: Whereas some firms 
may benefit from experience-based learning and capabilities, others may 
have similar experiences, but do not advance capabilities since their cost 
focus and/or resource limitations prevent them from doing so.’ (Manning, 
2014, p. 533) 
 
Mel and his colleagues have been able to summons the resources to learn from 
experience and implement improvements, unlike those who might have 
inadequate resources to do so. 
 
Mel has also indicated that while shifting from a traditional to a network 
organisation with numerous outsourcing agreements, there has been a 
willingness to review progress and learn from experience. Hansen and 
Rasmussen’s (2013) study found that in vendor-core organisation relationships, 
‘the most important point is that the vendor relationship is reconsidered regularly 
so that it can be kept appropriate and aligned over time’ (p. 665). Mel’s 
organisation has been conducting these types of reconsiderations, and made 
improvements based upon experience.  
 
As Mel’s work became increasingly strategic, it was recognised that it was 
necessary to do what was desired, and in practical terms, what was possible.  
Hansen and Rasmussen’s (2013) research finds that ‘a successful vendor strategy 
is affected by and affects multiple elements of the organisation’ (p. 665). The 
effects of the strategy adopted by Mel and his employer are consistent with 
Hansen and Rasmussen’s (2013) study. 
Mel finished with a simple sentence, ‘Relationship development is fundamental.’ While 
the literature supports this view, many of the experiences of organisations like Mel’s 
suggest that this obvious statement takes effect not by planning, but in practice.  
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Relationship development at all levels in the network organisation and its member 
suppliers is more than optional, it is mandatory. 
 
The knowledge that Mel and others have acquired relates to learning from experience, 
from interactions, and from being willing to review and form plans that build on 
experience. Mel’s eight years of learning in a network organisation are those of a 
manager assigned with responsibilities to maximise the effectiveness of vendor 
arrangements. What Mel has learned is significant for those involved in network 
organisations: that after eight years of perseverance, people in key roles like Mel’s can 
become central figures in the strategic success of an organisation while building 
knowledge from experience. The development and application of this experience takes 
time and effort. The planning and communication skills of those in vendor relationship 
management are critical for network organisations.  
 
8.12 In Conclusion: The Dimension of Embodiment 
Human nature is such that we seek connection with other people as bodies in 
action, something more than utterances and text. Words on pages or screens are 
not human. These accounts identify how each embodied research participant has 
sought connectedness with another or several embodied human beings. ‘Ideas of 
how bodies affect each other and are capable of being affected …present highly 
promising ways to further understand bodily dimensions of connectedness in 
action’ (Hopwood, 2016, p. 358). The connectedness that the research 
participants have achieved in most of these accounts reflects the importance of 
the dimension of embodiment. As Hopwood (2016) writes, ‘connectedness in 
action cannot be disembodied: no bodies, no texture’ (p. 357).  Trish, Ben, Andy 
and Mel each acknowledge how embodiment has worked to connect and 
contribute to the relationships, communication and learning that they have 
experienced. 
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Chapter Nine 
Connectedness and Things 
9.1 Things can matter 
The fourth of Hopwood’s (2016) dimensions for connectedness and learning 
completes the overlapping textural framework of time, space, embodiment and 
things. Things represent a further ‘analytical departure’ point (Hopwood, 2016, p. 
355). Material objects have a role to play in forming connections.  Another way of 
expressing materiality, the term ‘things’ is used as a ‘rough substitute …simply 
because it runs more elegantly alongside times, spaces and bodies’ (Hopwood, 
2016, p. 358). Things are emphasised in the structure of network organisations, 
because the organisations could not exist without the material technologies that 
are meant to be central to communications and meaning. 
 
In these accounts, Ben, Mel and Trish identify how things, or materiality, have 
impacted relationships, communication and learning in these experiences. As 
Hopwood (2016) contends, ‘by starting from questions of things, we may notice 
dimensions of connectedness in action that have not yet been foregrounded’ (p. 
358). These accounts portray how structures and roles adopted by various things 
have influenced experience, learning and meaning. 
 
9.2 They just Muddled Along 
The van Manen concept of 'investigating experience as we live it rather than as 
we conceptualise it’ (see section 5.4.2) resonates as Ben recalls what actually 
occurred rather than what might be an embellished official version of events. 
Lamb's ’types of diversity of expression – intervals’ is apparent in Ben's 
recollections, as Ben pauses throughout the conversation to recall information 
and make his points (see section 5.4.2).  Ben’s comments resonate with those of 
Gupta and Polonski (2014) on inter-firm relationships; with Nieves and Osorio 
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(2013) on communications; and Parker (2012) on some of the evasive aspects of 
these relations. 
 
Ben becomes deeply engaged with complexity, and appreciates quality 
documentation. As a Business Analyst specialising in ICT development and 
maintenance, he has apparently built his career with a need to inquire deeply to 
explore the implications of the complexities he works with.  The idea that the 
partnered company’s employees will produce insightful documentation at a 
deeper level than has been produced by Ben and his own employer’s colleagues 
intrigues him. The partnered company is contracted to develop, implement and 
document batches and systems.  Ben describes what eventuates in real life, and 
as with other ‘real life’ experiences in this network organisation, what is agreed in 
contracts and what happens in fact can be two different things…  
 
Ben said,  
‘I'm not really... (pauses) aware of how they... (pauses) finished up but it 
was more about, …it was more about saying, we've got fifteen hundred 
jobs here in the overnight batch, (pauses) we've got to document them all 
and their dependencies, so we know if one of them fails, what could 
happen downstream?   And then maybe to tease apart some of the 
relationships between those jobs so that we can …create a more flexible 
system, …so it was a ...very positive feeling …about really making some 
improvements, (pauses) …and about really trying to reclaim the 
knowledge and for the organisation to have that knowledge, and it really 
doesn't sit with the vendor, it really belongs to the organisation.’ 
 
Ben had felt that he and his colleagues were ‘making some improvements’… he seems 
passionate about the reclaiming of knowledge for his own core organisation in the 
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network. The capacity to ‘hand over’ knowledge, or the wisdom in doing so, is questioned 
here.  
 
I asked Ben whether there is a point about that knowledge; that it really has to 
reside with, belong to, be owned by ‘the core organisation’ and he answers...  
‘Yes it must, otherwise, you don't have any exit strategy for these things...’ 
and with further probing Ben said, after another of his chuckles,  
‘…it's difficult when it's outsourced, because – (pauses) I mentioned that 
going back, you have to check that everyone's really produced the very 
complete documentation for all those systems, but they didn't do that, 
they just muddled along in the same way that we would have muddled 
along - but we had the ability to control our hiring and firing and all that 
sort of thing and to take the steps we needed to maintain and control our 
knowledge and what we have (pauses). When you've handed that over to 
another group… you don't have any control over their recruitment and 
their… (pauses) ability to maintain that knowledge base.’ 
 
Ben has recognised that not only do vendor organisations sometimes deliver less than the 
expected documentation, they also do not commit to maintaining the same workforce. 
The complex knowledge that is acquired by employees of the vendor organisation is lost 
when the relevant people change jobs within or outside the organisation.  Knowledge 
that the core organisation might work to maintain with workforce planning can be 
‘handed over’ and then lost. Any communication and shared meaning that had evolved 
from hard-won relationships is lost when the vendor organisation loses or changes team 
members that have been assigned to the core organisation. 
 
Gupta and Polonski’s (2014) fieldwork within multinational Clinical Research 
Organisations yielded recommendations concerning the manner in which 
network organisations’ member firms interact. They argue that ‘organisations 
must initiate change by leveraging skills and process capabilities, as well as by 
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efficiently sharing information’ (Gupta and Polonski, 2014, p. 617). Rather than 
‘losing’ important information, they perceive organisations as ‘sharing’ it. There is 
an important distinction here: Ben is referring to an instance where the work 
itself is performed by a vendor organisation, and then the local expertise is made 
redundant. Ben is concerned that decision makers believe that deep knowledge 
will really be documented for future use, and he can see that this does not 
eventuate, and even cannot be provided, because tacit knowledge has remained 
undiscovered.      
 
As noted by Nieves and Osorio (2013), ‘as regards sharing not only tacit but also 
explicit knowledge, social relationships are considered more efficient mechanisms 
than other corporate information and control systems’ (p. 63). A contractual 
requirement to document is a less than adequate control in this scenario. They 
also note that ‘when knowledge is tacit and context-specific it may not be a 
common language for the receptor unit, which therefore will have difficulties 
interpreting its meaning, hindering transfer of knowledge (Nieves and Osorio, 
2013, p. 64).  As Ben has noted elsewhere in his recollections, this has been his 
experience.  It is noteworthy that Parker (2012) points out that ‘while a large 
number of studies have been done on knowledge acquisition within 
alliances…much less work has been done to examine knowledge loss’ (p.1619). 
Parker (2012) also concludes that ‘…there is a “dark side” to trust and relational 
norms in inter-firm relationships, where the exact nature of these relational 
dynamics remains elusive’ (p.1627).  The ‘loss’ and this ‘dark side’ referred to by 
Parker (2012) might be part of the unstated truth that prevails in settings like this. 
 
Ben’s experience points to a profound need for organisations going down the network 
organisation path of multiple outsourcing arrangements: the need to identify and 
maintain critical information rather than relying on others to do so because they are 
‘contracted’ to perform this service. The realities of organisational life present the 
potential for critical core product business information to be ‘handed over’ to a network 
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member only to be lost forever. Critical knowledge can be lost under the guise of 
outsourcing. As a ‘thing’ to promote learning, promises of documentation is deficient. 
  
9.3 That Didn't Make any Sense  
Research note: The ongoing theme of failed expectations and assumptions fits 
with van Manen’s conception of hermeneutic phenomenology, ‘reflecting on the 
essential themes which characterise the phenomenon’ (see section 5.4.2).   Andy’s 
recollection changes pace as he brings further information to the discussion, 
consistent with the paralinguistic feature ‘types of diversity of expression – 
tempo’, from Lamb’s theories of how language conveys meaning (see section 
5.4.2). Andy describes the varying expectations and understandings on the client 
and vendor side of this relationship, a phenomenon explored by Ceci and Prencipe 
(2013).  Andy is concerned about the technical proficiency and procedural strength 
of the vendor’s technical team members, as discussed by Moe, Šmite, Hanssen 
and Barney (2014).  Andy finds it difficult to believe that the overseas developers 
who are complete strangers can be expected to learn information that is deeply 
encoded in the tacit knowledge of his local team by hearing dialled-in meetings or 
recordings, consistent with the findings of Søderberg, Krishna, and Bjørn, (2013).    
The inadequacy of the steps taken to inform overseas team members by 
teleconference and recording is underscored by the findings of Muylle, Basu, and 
Standaert (2013). 
    
Andy continued discussing the period when he was working as a Business Systems 
Analyst (BSA) with the vendor’s technical team members, and I asked ‘What was 
your work, what were you doing?’ 
 
Andy slowed down to think it through...  
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'Functional designs, conceptual designs, I was their customer. They were 
doing the technical design, and they were doing the technical work that 
follows the technical design…’ 
 
Andy explained that work was being done inadequately because it was out of 
sequence. He said,  
'They would work off the business requirements and perhaps the 
conceptual design and so …there was no context ...usually they would 
write the technical design before the functional... that didn't make any 
sense.  (Andy laughs)11.  What would make them think that the tech. 
comes first? So I was their customer but they were just taking up all of my 
time, all of my time. They were very consuming of my time.’ 
I asked, ‘What was the main problem?’ 
'The problem was with the legacy systems... there was a lack of 
documentation... no basic functional steps... it had all been put together 
over time, face to face, on projects, things on a whiteboard; that's where I 
learned all this, and then you've got someone who knows absolutely 
nothing about it, they are an off-site resource …come to it fresh, they are 
not expert, and there's the time thing, some of them are overseas.    ...  It 
is just assumed that they can learn it.   They are expected to learn from 
dialling in to meetings when they couldn't even see the whiteboard ...or 
recording the meetings and playing them later. 
 
                                                      
11 In a traditional ‘waterfall’ approach to software development, designs become more technical 
and detailed starting with an initial ‘Conceptual’ Design (an overview, for the client and software 
provider) which informs a ‘Functional’ Design (which defines the functions to be delivered, for the 
client and software provider) which informs the ‘Technical’ Design (which prescribes the building 
of the software, for the software provider). Classically trained with Masters qualifications in ICT, 
Andy is amused that the vendor’s professional technical development team attempts to start a 
Technical Design, and even starts coding, without sufficient information to do so meaningfully.    
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‘So what would happen is we would train them here, and then they would 
go back, and others would come here and we would train more of them.' 
 
 
Ceci and Principe (2013) conducted research that underscores many of Andy’s 
observations. They identified weaknesses in communication across boundaries 
due to varying contexts (Ceci and Principe, 2013, pp. 327 – 329). Andy identifies 
that the offshore team members don’t have the context, to a degree that he 
laughs to think that anyone might believe that the context can be rapidly 
understood by an outsider.  Andy asks rhetorically, 'what would make them think 
that the tech comes first?’ as he assumes that the software development 
principles he understands are universally understood by overseas developers.   He 
also says, ‘it is just assumed that they can learn it,’ when he is fully aware that 
even a local person would take considerable time and effort to ‘learn it.’ Andy is 
identifying that for this type of work, context is everything.  Ceci and Principe 
(2013) find that ‘at the operational level, different context-dependent meanings 
may emerge across culturally distant sites that may render communication and 
coordination difficult’ (p. 327).  Meaning depends on context, an important 
principle that recurs throughout this thesis.  
 
The amount of time and effort involved to help the vendor team members to 
learn the new information is another source of frustration for Andy. Inadequate 
time has been factored into schedules for him to complete his own work while 
helping the vendor team with their needs; this situation is made more difficult 
because the technical experts who formerly did the relevant work are no longer 
available. Again, Ceci and Principe’s (2013) research recognises the importance of 
this factor; ‘specifying task performance and outcomes entails greater managerial 
efforts to articulate, codify, and formalise information’ (p. 327).  In this situation, 
far from adequate effort has gone into communicating detailed specifications. 
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Decision makers in Andy’s setting have not recognised the significance of 
transactive (sic) memory, (which is) the proximate awareness of co-located 
individuals' knowledge and capabilities.  …These instances of situated knowledge 
are rarely articulated and codified; rather they are encoded in mutual, tacit 
understanding, and therefore undetectable by other members located across 
other remote sites. - Ceci and Principe, 2013, p. 329. 
 
Lack of recognition of the important role played by tacit knowledge continues to 
represent one of the great inadequacies of planning for situations like this one. 
Tacit knowledge is explored in more detail in account 6.2 and section 10.2. 
 
Culture impacts upon technical considerations.  It is assumed by non-technical 
decision makers that technical information in industries like software 
development is universally codified and therefore understandable internationally. 
Ceci and Principe (2013) comment on one case study in the automotive industry, 
in which  
although Indian engineers had been trained in automotive engineering 
disciplines and were skilled in using CAD (Computer Aided Design) and CAE 
(Computer Aided Engineering) technologies, they lacked implicit, technical 
knowledge, as they could not interpret the output of tools as devised by Mexican 
and US engineers’ - Ceci and Principe, 2013, p. 328. 
Occupations cannot be assumed to share codified interpretations internationally, 
even when using the same spoken and written language.  
 
The question of spoken and written language presents greater barriers, in that ‘if 
the two parties speak different languages, communication becomes difficult, 
hampering knowledge transfer between the parties and increasing the likelihood 
of false specification due to misunderstandings’ (Ceci and Principe, 2013, p. 329).  
The barriers to effective communication and learning are made more profound in 
the context of language. 
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Moe et al (2014) studied instances where ‘offshoring’ had failed.   They conclude 
that a ‘commitment to learning rather than a commitment to any particular 
offshoring model is more important to success with offshoring’ (p.1231).   
Without the requisite learning, attempts at outsourcing work overseas frequently 
fail. 
 
Andy is concerned that his core organisation team is continually helping others 
from their technical outsourced organisation to learn, stating that ‘we would train 
them here, and then they would go back, and others would come here and we 
would train more of them.'  Moe at al (2014) make a similar observation in their 
research.  
Development managers complained that every time they visited India, they 
would see new faces. This triggered a negative loop: once the people were 
trained and had acquired the software product knowledge necessary to work 
effectively on the project, they would leave and new developers would require 
new training. - Moe et al, 2014, p.1237. 
 
Moe et al (2014) delve further into corporate spirit. Experience in one of their 
case studies bears this out, as explained in the following extract. 
 
First, according to one of the team leaders, the Vietnamese developers seemed 
to lack a corporate spirit. The Norwegian developers had developed their 
corporate spirit and ownership of the product over years. Second, the remote 
developers appeared to miss knowledge and understanding of the underlying 
business domain that the product they were developing supported. Third, the 
follow-up and quality assurance of the Vietnamese work was perceived as not 
sufficient (even with a local in-house representative working with the developers 
on a daily basis). Fourth, what one of the Norwegian developers referred to as a 
‘culture-crash’ between the Norwegian and Vietnamese teams emerged due to 
misunderstandings: “Vietnamese developers did not dare to tell if they didn’t 
understand the problem and the tasks they were assigned which created 
misunderstandings and consequently low quality code.” The Norwegian 
developers observed that the Vietnamese developers did not have sufficient 
relations and trust with their Norwegian peers, blocking important cross-site 
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communication. In sum, these experiences led to the decision of cancelling the 
outsourcing arrangement. - Moe et al, 2014, p.1238. 
 
The findings of Moe et al (2014) are significant for organisations like Andy’s 
network organisation MNC.   Corporate spirit and trust are integral to the deeper 
communication of meaning.  These intangible strengths are difficult to measure. 
Andy’s corporate spirit may be tested, but it remains intact. The strength of that 
spirit shared by Andy and some of his core organisation colleagues might 
eventually be the strength that renders this project effective.   
 
 
Søderberg, Krishna and Bjørn (2013) discuss different stages of network-
outsourcing-offshoring-partnering relationships between firms, examining the 
development of maturity in such settings.  They compare early stage and mature 
efforts, identifying that  
in early stage outsourcing projects, cost savings are the main objective, and 
contracts could be tightly specified and implementation monitored in highly 
specified contractual terms.  In a mature stage of outsourcing, client–vendor 
relationships and implementation structures would need to be considerably 
different’ (Søderberg, Krishna and Bjørn, 2013, p.349).   They regard an 
important element of this ‘mature’ stage as a ‘relationship in which both the 
client and the supplier acknowledge that they have common objectives. -
Søderberg, Krishna and Bjørn, 2013, p. 349. 
Andy’s experience is soundly situated in what Søderberg, Krishna and Bjørn 
(2013) would describe as ‘early stage.’ 
 
The cultural sensitivity question, spoken language and shared forms of 
interpretation combine to form a complex setting for work like Andy’s.  A 
combination of trust and clearly understood processes can help to address these 
complexities. Søderberg, Krishna and Bjørn (2013) describe trust as one of the 
factors in successful inter-firm relationships; ‘Trust is …a primary requirement for 
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successful execution of outsourcing projects that amount to strategic 
partnerships,’ and this can be problematic as ‘on investigation of eighteen highly 
mature Indian IT outsourcing vendors …trust is very fragile in outsourcing 
relationships’ (Søderberg, Krishna and Bjørn, 2013, p.350). The structures of many 
network organisations can inhibit rather than encourage trust and personal 
agency. 
 
On the question of processes, in a successful, large scale, long term project 
studied by Søderberg, Krishna and Bjørn (2013) they found that ‘moreover, (the 
vendor) is known for having achieved an enterprise-wide CMM-level 512 
certification as the first organisation world-wide,’ while ‘this European client had 
achieved an even higher level of process rigour’ (Søderberg, Krishna and Bjørn, 
2013, p. 354).  Maturity, consistency, transparency and application of policies, 
processes, procedures and work instructions are features of positive partnering 
relationships between organisations. When a high level of process maturity is 
shared, interpretations are made more consistently. 
 
Andy’s identification of the inadequacy of telephone linkages and recorded 
meetings as adequate forms of communication and learning represents another 
recurring theme for this thesis. Muylle, Basu, and Standaert (2013) identify the 
difference between ‘high social presence media’ (such as full real-time 
telepresence) and ‘low social presence media’ (such as teleconference) and 
determine that ‘low social presence media were found to be more appropriate 
for exchanging information, asking questions, staying in touch, and exchanging 
time-sensitive information’ rather than deeper engagements such as problem-
solving and complex interpersonal relations (p.550).  Having the most appropriate 
                                                      
12 The Capability Maturity Model (CMM) (and its successor the Capability Maturity Model 
Integration (CMMI)) is an internationally recognised benchmarking approach for development 
maturity in the effective application and measurement of policies, processes, procedures and 
work instructions.  
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material things and using them to good effect can help otherwise meaningless 
interactions.  
 
While Andy’s major concern is that time and energy are being wasted, his deeper 
frustration is the gap between what is expected and assumed; about the nature and 
degree of involvement from his offshore team members; and about what occurs in reality, 
rather than what was planned. The maturity, trust and shared objectives necessary for 
meaningful learning relationships are not in place.   Andy and his colleagues within and 
across organisational and national boundaries are learning many things about 
themselves and their situations, not because of, but in spite of, the barriers placed before 
them. The ‘corporate spirit’ and ‘determination to teach and learn’ are at the core of the 
progress made in this setting. These human elements, expressed through personal 
agency, are central to success in this account. 
 
 
9.4 We Would Believe we were Being Clear but…  
Research note:  van Manen’s concept that hermeneutic phenomenology involves 
‘reflecting on the essential themes which characterise the phenomenon’ is 
significant as Mel forms distinctions between face-to-face formal success at 
communication, and the failings of distant communication, which are ongoing 
themes for network organisations (see section 5.4.2). Lamb refers to ’types of 
diversity of expression, rhythm (and) …intervals,’ which Mel uses to meaningful 
effect (see section 5.4.2). Mel’s comments concur with the findings of Müller, 
Andersen, Kvalnes, Shao, Sankaran, Rodney-Turner, Biesenthal, Walker, and 
Gudergan (2013) on trust and control. Issues associated with accountability that 
Mel raises are similar to those explored by Romzek, LeRoux and Blackmar (2012), 
while issues concerning the roles he describes are the interest of Werr and 
Runsten (2013). Mel’s criticism of the use of email is a common one, reflecting the 
work of Hastings and Payne (2013).  
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Mel was describing a phase in his organisation’s development of approaches with 
vendors. After increased formality including reporting, regular meetings and 
written decisions were introduced, Mel said that the whole approach was 
providing for improved management and governance, and for better 
relationships.  
 
Using his well-paced, managerial voice, Mel explained,  
‘Instructions were more frequently written, based on decisions in the 
meetings.  …We had documents, and scorecard reporting.  Recipients 
were both offshore and at home.’ 
 
I asked about the forms of communication adopted. He said,  
‘When we had to go to the offshore folks, disastrously we would use 
email. We would believe we were being clear but… to hone in on the 
messages occasionally we would use ‘phone calls, and occasionally 
videoconference.’ 
 
I asked Mel why he used the term ‘disastrous’ to describe the email 
communications. He replied,  
‘I think it’s its own worst enemy, so while it’s really fantastic for short, 
sharp quick exchanges, it’s effective, but when it comes to having a large 
email with a whole lot of attachments it’s a real turn-off.’ 
 
I asked Mel whether shared workspaces were used. He explained,  
‘We tried but it was no good. For that to work you have to get everyone to 
use it the same way, and if they don’t like it they just ignore it.’   
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I asked about the types of documents Mel was describing. He said,  
‘BCPs13.  Try to get someone to prepare and redraft a BCP if they are 
offshore. It just doesn’t happen.’  
Mel returned to the problems with email and similar approaches, recalling that 
there was  
‘another downside; you copy everyone in just in case… (Mel becomes very 
slow and considered) …so a lot of that …is just clumsy, awkward, for 
everybody.’ 
 
Mel and his Australian colleagues devised an approach to control that had 
previously been absent for these vendors.  Müller et al (2013) discuss trust and 
control, in that ‘the two concepts are often seen as being parallel and 
supplementary to each other; however, the balance between control and trust 
must fit to the situation within which they are used as governance mechanisms’ 
(p. 29). Rather than one replacing the other, trust and control need to be 
balanced, as ‘too much control can lead to an erosion of trust’ (Müller et al, 2013, 
p. 29).  On the other hand, ‘a certain level of trust in the ability, benevolence, and 
integrity of the people should underlie the design of the governance structure’ 
(Müller et al, 2013, p. 40). Counterintuitively, an appropriate increase in control 
to balance these two factors acted to improve trust and relationships in Mel’s 
network organisation setting. The overemphasis on trust with inadequate control 
earlier in Mel’s inter-organisational relationships did not work. Increased 
boundary and expectations setting can provide structuration that encourages 
agency in the on-shore setting. 
 
For Mel, the balance between trust and control breaks down once the target 
recipients of the information are offshore. Mel remarks, ‘if they don’t like it they 
                                                      
13 Business Continuity Plans, which are important risk management instruments in large 
organisations. 
255  
just ignore it,’ and he ironically adds, ‘try to get someone to prepare and redraft a 
BCP if they are offshore.’ The problems of Mel’s offshore setting are noteworthy, 
in that Müller et al (2013) find that ‘too much control can lead to an erosion of 
trust because it signals … that opportunistic behaviour is expected’ (p.24). 
Whether it is too much trust, too much control, or not enough of either, Mel’s 
offshore team members shed accountability in the shadows of distance and 
display opportunistic behaviour. For them, the more structured approach 
discourages the agentic action that Mel’s company would prefer to prevail. 
 
Romzek, LeRoux and Blackmar (2012) researched a social services industry setting 
to explore informal accountability in network organisations. They discuss 
‘challenges to effective formal accountability, such as the availability of timely 
supervision, meaningful oversight, reliable performance data, and the willingness 
of stakeholders to impose sanctions’ (Romzek, LeRoux and Blackmar, 2012, p. 
444). In Mel’s case, the offshore workforce was relatively free of formal 
accountability.   Ideally, informal accountability would replace formality. Romzek, 
LeRoux and Blackmar (2012) also find that ‘informal norms and inter-
organisational dynamics can lead to the development of reciprocal relationships 
and a sense of accountability to one’s network collaborators’ (p. 443). For Mel, 
this sense of accountability has been effective for onshore network team 
members, but not for offshore members who probably heard about the formal 
control mechanisms but chose to evade accountability. 
 
Working across organisational boundaries where there is a buyer of services 
(Mel’s employer) and sellers of services (the vendors), an implied distance is 
created whereby ‘pure competitive market structures discourage knowledge 
integration by creating distrust’ (Werr and Runsten, 2013, p. 129). The 
commercial nature of the organisational boundaries can create a division and 
separation of function by organisation, and in cases like this, by location.  Werr 
and Runsten (2013) find that ‘broader and overlapping role representations 
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encouraging the creation of integrative teams in which individuals interact 
towards a shared purpose, and where “invading” into others’ areas of 
responsibility is regarded as helpful rather than inappropriate’ (p. 130) can be 
more effective. Division of work functions that are sharply delineated rather than 
overlapping can be a source of the very problem that Mel encounters. 
 
The hoary issue of the ‘disastrous’ use of email arises again. As Hastings and 
Payne (2013) remind us, ‘The increased implementation of global virtual teams 
…has forced firms to rely on computer-mediated communication technologies – 
especially email – to conduct daily business’ (p.90).  Hastings and Payne (2013) 
advise that ‘an important practical contribution of this study is the finding that 
email communication styles are culture-bound’ (p.104). Cultures are inter- and 
intra-national, regional, organisational, inter-organisational and intra-
organisational. The use of email is exacerbated by cultural difference, as well as 
geographical distance. Mel’s dissatisfaction with its use might be expected, as the 
outcome is, to use Mel’s words, ‘clumsy and awkward …for everybody.’     
 
Mel and his Australian colleagues have advanced the cause of improved productivity, 
relationships and learning by improving governance.  These improvements have not 
filtered through to offshore settings, even though the offshore vendors have team 
members that are onshore and meeting regularly with Mel. To work closely, learn from 
and with offshore team members, Mel and his colleagues need to do more to 
communicate than to rely upon ICT-based communication.  While these team members 
are part of a supplier with a close relationship with the core network organisation, Mel 
has learned that close relationships with onshore representatives does not close the 
geographical and functional chasm between onshore and offshore team members. 
‘Offshore’ means ‘offshore,’ even when the offshore organisation has onshore team 
members. Geographical boundaries hinder both inter- and intra-organisational 
communication and learning. Direct communication is needed with offshore team 
members and cannot be substituted or delegated with ICT-based or second-hand 
communication. 
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9.5  A Mission of my Service Proposition 
Research note:  Trish commits to her ‘mission’ in accord with van Manen’s 
approach to hermeneutic phenomenology of ‘a phenomenon which seriously 
interests us and commits us to the world’ (see section 5.4.2). By introducing 
laughter into her recollection, Trish is involved in Lamb’s ‘types of diversity of 
expression – tonal qualities,’ a phenomenon that adds richness to this extract. 
Trish’s account is consistent with research indicating that Australian based MNCs 
are less likely to spend significantly on training and development than non-
Australian MNCs operating in Australia (McGraw, 2014).  Trish’s activities 
demonstrate the recently identified phenomenon of ‘knowledge leadership’ 
(Mabey and Nicholds, 2015) in her international network, while her experience 
with various computer mediated communications is consistent with the research 
of Muylle, Basu and Standaert (2013). 
 
Trish and I were discussing a phase in her work with her current employer 
commencing in 2009; one we described in the interview as ‘The Asian period,’ 
when her function was maintained, but with an expanded role.   Her brief had 
previously been to service Australia and New Zealand.  This scope was expanded 
to provide the relevant knowledge management services to various offices 
throughout Asia. Trish commenced,  
‘We extended our presence in the jurisdictions. The ability for one person 
in my role to service all of those is limited …there are three in the office, 
so... I conduct continuing education, I oversee that, we run those, we 
invite them to those, and they join in... I have been surprised at the 
number who dial in and participate in our teleconferences. We run them, 
and they join in to our sessions here at the headquarters in Melbourne.’ 
 
I asked, 'they're just getting the audio are they?'   
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'Yes they just get the audio. We send them the invitation with the 
teleconference details, and then we send them the slides. So they listen 
and they watch the slides. Even though we have video conferencing here 
and overseas they don't always have videoconferencing overseas...’ 
 
I mentioned a proprietary multi-media global conferencing and telepresence 
facility that I understood Trish's employer had. Trish replied,  
'Yes we have that, but not all of our buildings have it overseas... there are 
a lot more rooms here than there are over there (laughs)... and the 
demand here is high... it's... it's always been too hard overseas and that's 
never really been a priority ... I've enjoyed... providing access to online 
information.’ 
 
Trish described her international work further.  
'It's been a mission of my service proposition to serve all of those 
countries …and even though it's Australian it's also global ...I've enjoyed 
being able to help provide these people with the information to help them 
do their jobs.’ 
 
I asked whether some things have worked better than others. Trish continued,  
‘I took up, a couple of years ago, a subscription, and that's grown country 
by country …and it's just grown over the years and   ... I've been able to 
ask learners to get the information they need and pass the word around. 
It was very siloed... and now …I'm very thrilled that they have accepted 
these steps to make it less siloed.’ 
 
The direction for Trish to expand her coverage for knowledge management and 
continuing education from Australia-New Zealand to serve her employer’s Asian 
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offices14 without an increase in resources is salutary. Indicators of Australian 
MNCs’ willingness to spend on activities like these have been explored by authors 
such as McGraw (2014). McGraw’s study found that for MNCs active in Australia 
categorised by home country, learning and development spend in Australia as a 
percentage of wage and salary expenditure in 2012 was an overall average of 
2.8% per country (McGraw, 2014, p. 102). Above the average, ‘German 
companies spent more than 4%, other European companies combined spent 
3.4%, (and) companies from the United Kingdom spent 3%’ (McGraw, 2014, p. 
102). Below the average, McGraw (2014) noted that ‘Australian owned MNCs 
spent 2.5%, and Asian MNCs reported an average spend just under 2.2%’ (p.102). 
Trish’s exuberance at the uptake of her continuing education programs was well 
placed, given that her Australian MNC employer’s training and development 
spend is probably within the below-average band relative to other, foreign-based 
MNCs in Australia. The typical Australian MNC is not a high spending organisation 
in learning and development so if Trish’s employer is typical, her team’s expanded 
role without additional resourcing is to be expected. 
 
McGraw (2013) also advises that ‘HRD for MNCs is patterned more by home 
country practices rather than being predominantly shaped by the local 
institutional environment’ (p.103). Trish expanded her continuing education 
program for her Asian clients consistent with Australian practice, again consistent 
with McGraw’s (2014) discussion.  As an employee in a home base for a MNC, 
Trish confirms that Australia provides a cultural base for HRD practices in Asian 
subsidiaries or partners. 
 
As a knowledge management specialist, Trish is ‘thrilled’ at the way in which her 
clients have adopted the practices she is advocating. Mabey and Nicholds (2015) 
identify ‘evidence that mechanisms like (an) intranet can paradoxically inhibit 
                                                      
14 At the time the company concerned had offices in many nations throughout the Asian region, at 
least twelve in all.  
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knowledge exchange’ (p.43). They articulate a truth that is evasive for many 
authors, that ‘knowledge is actually a highly ambiguous, uncertain and 
controversial concept’ (Mabey and Nicholds, 2015, p.44). The difficulties inherent 
in ambiguities for large network organisations with their ‘distinctive 
characteristics’ require a ‘qualitatively different approach to Knowledge 
Management, which may be termed “knowledge leadership”’ (Mabey and 
Nicholds, 2015, p.44).  Trish is playing a vital part in knowledge leadership 
processes, as she demonstrates what is required in these settings, as these 
processes are distinct from those in a more hierarchical environment. 
 
One of Mabey and Nicholds’ (2015) conclusions is that ‘knowledge leadership is 
‘light-touch’, instilling and modelling a strong ethos (of generosity and trust 
matched by accountability and transparency)’ (p.51, their brackets). Trish’s 
experience in ‘knowledge leadership’ bears this out. Trish finds the agency 
needed for these transactions.  
 
Trish tackles international communication, and resolves to apply the relatively 
long-standing, basic configuration of documentation in the form of presentation 
slides with teleconferencing by telephone rather than alternative, more 
sophisticated channels such as telepresence, and I raise in our interview my 
awareness from personal experience that her company has very sophisticated 
facilities in its Melbourne headquarters.  Trish reports that due to high local 
demand and a lack of facilities in overseas offices, this is not practical. Muylle, 
Basu, and Standaert (2013) advise that ‘…anecdotal evidence suggests that full-
fledged immersive telepresence rooms …cost about USD $300,000, and the 
operating costs run into several hundred USD per hour during meetings’ (p. 549). 
For this reason, ‘The cost of a face to face meeting can …be higher or lower than 
the cost of a telepresence meeting, as it varies significantly (depending on the 
home) location of the participants’ (Muylle, Basu, and Standaert, 2013, p.551, 
their brackets). Trish and her clients apply the practical channel, consistent with 
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Muylle, Basu, and Standaert’s (2013) finding that ‘…a teleconferencing system is 
most satisfactory for exchanging information and least satisfactory for getting to 
know someone’ (p.550). The practice adopted reflects Muylle, Basu, and 
Standaert’s (2013) advice that ‘the intended objectives for the event can be 
helpful in choosing a mode for the meeting that facilitates achievement of those 
objectives’ (p.557). The simple teleconference-with-slides format suits the 
information sharing aspects of the ‘continuing education’ processes for which 
Trish is custodian. 
 
Genuine learning has occurred as part of these activities.  Communication is above all a 
practical endeavour, and can be encouraged to occur with appropriate leadership and 
tools. On reflection, Trish identifies some critical factors in success: the enthusiasm of the 
clients, Trish’s engagement in knowledge leadership, and the communication channels 
chosen consistent with practicalities and preferences of those involved. In a network 
organisation MNC, effective communication can occur, and engagement with the 
associated processes can lead to positive results for learning. Appropriate choices of 
material things to enable communication can help people to connect.  Agency and shared 
meanings can be fostered with repeated sessions like these.    
 
9.6 Another Company Wiped our File Systems 
Research note: The van Manen idea of ‘considering the parts and the whole’ is 
relevant as it is clear that a ‘whole’ was subject of the error when the ‘systems’ 
were wiped, and the way in which this short extract illustrates some of the 
broader issues canvassed by Ben (see section 5.4.2). Lamb's ’types of diversity of 
expression - articulation' (see section 5.4.2) resonate as Ben uses the word ‘wipe’ 
with emphasis to describe the significance of this action.  
 
Theories relating to experiential learning (Manolis, Burns and Assudani, 2013) and 
systems-level knowledge loss through partnerships (Parker, 2012) accentuate the 
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significance of these actions, and lead to some important knowledge for 
employees like Ben. 
 
I asked Ben, ‘You said you had no technical knowledge in that area when that 
started, did that change?’   
Ben replied,  
‘I did become quite familiar …with it, but at a high level, I never got into 
the detail of the system, I knew what all the main jobs were…’ 
 
So I asked how Ben had learned this information.  Ben described pain…  
‘Oh, through some painful experiences, of …sitting there monitoring the 
progress of …overnight batch, when we were a couple of days behind, 
because another outsourced company, another company went and 
(pauses and then articulates with emphasis) …wiped our file systems…’ 
 
Ben has illustrated that he is an experienced exponent of ‘learning from 
experience.’ This characteristic of Ben’s suggests that he possesses ‘self-efficacy.’ 
Manolis, Burns and Assudani (2013) advise that ‘experiential learning is based on 
self-efficacy’ (p. 44). In other words, Ben has his own sense that he can 
accomplish certain things and learn certain tasks. ‘Self-efficacy can be expected to 
affect an individual's choices and the activities in which they engage’ (Manolis, 
Burns and Assudani, 2013, p.44). Ben has generally maintained a positive 
approach to experiential learning; he is embittered when another company 
‘wiped’ their systems. 
 
The type of knowledge loss referred to by Ben here has been discussed by Parker 
(2012) who summarises perspectives of the measures to prevent the types of loss 
described by Ben here as first ‘transaction cost theory’ and ‘inter-firm 
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relationships’ (p.1620).  The former emphasises ‘the use of formal controls in the 
form of contractual safeguards’ and the latter ‘the development of a strong inter-
firm relationship characterized by the presence of trust and relational norms’ 
(Parker, 2012, p.1620). It would appear that in this instance, neither were strong 
enough to provide a knowledge-resilient partnership between these firms. Ben 
has been in the very type of situation that illustrates the need for measures such 
as those referred to by Parker.  
 
To describe what Ben and his colleagues have learned from this experience, it appears 
that the major learning was what not to do. By prematurely providing access to systems 
when there was insufficient trust or control in the network partner, the relevant decision-
makers lost valuable data and the associated knowledge. The network organisation has 
to take care about what is shared with whom, and even more importantly, which 
material things such as data and systems are ‘handed over’ and inadvertently lost.  
 
9.7 The Dimension of Things 
These accounts refer to the manner in which the very things that are meant to 
enable productivity, communication and learning serve to inhibit rather than 
encourage these outcomes. Computer databases, personal computers with email 
accounts, and videoconferencing facilities variously provide service or disservice 
in the network organisation context. For Hopwood (2016), ‘connectedness in 
action is a material accomplishment’ (p. 359). The extent to which connectedness 
and the dimension of things occur together brings to question the role of things in 
network organisations.  All things material have the potential to encourage or 
inhibit connectedness. Network organisations have failed to identify the 
importance of things and their inter-relationships with people whose personal 
agency is often inhibited or encouraged by material objects. 
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Chapter Ten 
Themes and Insights 
10.1 Introducing Themes and Insights   
The most apparent uniting theme for these accounts is that each time a core 
organisation engages with another vendor, team or team members, new 
relationships, cultures, knowledge and understandings emerge. This fundamental 
concept: that these aspects of human endeavour are changing and emergent, has 
not been embraced by the decision makers who provide structures for the 
experiences of those working in network organisations. Rather, what has 
prevailed is an assumption that work can effectively transfer to another person in 
another organisation, accompanied by the transfer of the requisite knowledge 
and necessary meaning from one person to another. This assumption is built into 
contracted agreements. A key finding of this research is that this assumption is 
misconstrued. To quote Ben, ‘Everyone has to learn,’ and ‘there is no formula for 
knowledge transfer.’ 
 
Rather than engaging in a fallacious process of knowledge transfer, these 
research participants have sought out connectedness, not as a product of the 
arrangements put in place as part of the contracted agreement, but more 
commonly in spite of those arrangements. This section describes the main 
themes that have arisen from these accounts to inform the findings of this 
research. 
 
10.2 Knowledge Transfer and Tacit Knowledge: A Conflict of 
Paradigms 
The flawed paradigm of knowledge transfer is contrary to the paradigm of tacit 
knowledge. The concept, objective and use of the term ‘knowledge transfer’ 
circumvents rather than embraces models of learning that are experience based, 
socially oriented and constructivist (see Chen, McQueen and Sun 2013; Krylova, 
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Dusya and Crossan 2016; Park,Vertinsky and Lee 2012; Yardley, Teunissen, and 
Dornan 2012). The paradigmatic nuances of knowledge transfer  ignore prevalent 
workplace learning literature of the twentieth and twenty-first century (see 
Dewey 1938; Holt 1976; Kolb 1984; Bruner 1986; Poell et al 2000; Senge 1990; 
Mather et al 1997; Billett 1993, 1996, 2006, 2008, 2010; Karalis 2010). 
Fundamentally the knowledge transfer paradigm is ill-informed and lacks 
theoretical justification, especially in the manner in which it has been 
experienced by these research participants. 
 
These research participants have recognised the inadequacies of the knowledge 
transfer paradigm, and they have also implicitly recognised the importance of 
tacit knowledge. While the explicit use of the term ‘knowledge transfer’ is 
fraught, the implicit existence of tacit knowledge is not acknowledged in the 
language of network organisations, while it is recognised by these research 
participants and by the literature (see Venkitachalam and Busch 2012; Nieves and 
Osorio 2013; Ceci and Principe 2013; Alaranta and Alin 2014).  
 
The term ‘knowledge transfer’ is treated as a substitute for words like ‘training,’ 
‘learning,’ or ‘education.’  The constructs of knowledge this widely-used term 
promotes are ill-informed.  This thesis has identified that many people in network 
organisations are confused about what it means for someone to learn something 
from others.  Learning is a complex concept, with discourses concerning learning 
seeing predominantly social constructivist approaches and more recent theory 
such as connectivism, embracing the concept that ‘we derive our competence 
from forming connections’ (Siemens, 2005, p. 4).  Connectivism theory also 
argues that ‘learning now occurs in a variety of ways – through communities of 
practice, personal networks, and through completion of work-related tasks’ 
(Siemens, 2005, p.1). The prominent use of knowledge transfer as a term instead 
of learning, training or education promotes a construct of learning that suggests 
that knowledge can be transferred in a similar manner to objects or data. 
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The avoidance, or ignorance, of the existence of tacit knowledge by those 
structuring the network organisation experience is also noteworthy because the 
concept of tacit knowledge is well established. For example, Reber’s (1996)  essay 
on implicit learning and tacit knowledge charts a history of research from the 
mid-twentieth century, citing work and authors from as early as the 1950s (eg 
Osgood, 1953; Eriksen, 1958).  The body of work described by Reber (1996) since 
then is substantial, with Reber (1996) arguing that by the 1970s it was recognised 
that ‘complex information… may be acquired largely independently of the 
subjects' awareness of either the process of acquisition or the knowledge base 
ultimately acquired’ (p. 11).  The idea that people possess tacit knowledge is well 
established, and largely ignored in the contractual and structural arrangements of 
network organisations. 
 
The implications of this lack of recognition of tacit knowledge when combined 
with the knowledge transfer paradigm are immense for those directly involved. 
This paradigm conflict causes frustration, dysfunction and interpersonal conflict.  
 
This paradigmatic conflict, that knowledge can be transferred from one 
organisation to another, and that tacit knowledge is a significant portion of an 
employee’s knowledge, resides at the source of the dysfunctions and frustrations 
illustrated in these accounts. With greater connectedness, it is more likely that 
one person’s tacit knowledge might surface in another person’s explicit 
knowledge.  In account 6.2, Ben says, ‘everyone has to learn,’ expressing the 
quintessential problem that needs to be embraced.  
 
10.3 Conflict, Stormy Change and Network Membership 
The next key theme that arises concerns phenomena accompanying changes in 
network membership, notably conflict, its role in ‘stormy change,’ and the 
process of cultural adjustment and development.  The role of conflict in 
organisations is well documented, and while a certain degree of conflict might be 
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productive, excessive conflict can be a major obstacle to effective development of 
relationships, cultures, knowledge and understandings which are important to 
learning. The over-conflicted environment described by research participants is a 
barrier to learning. 
 
In account 6.3, They were not getting to know what we were doing, Andy recalls a 
situation of high conflict that proved to be an obstacle to relationship 
development and learning. He reports being ‘challenged’ rather than being 
‘consulted.’ When plans, procedures and routines are most needed, stormy 
change processes can attempt to circumvent them. In stormy change, attempts 
are often made to discard prevalent wisdom, often at the expense of the most 
important information. A team member might have tacit knowledge that is vital 
to a task, and other team members’ ignorance of the very existence of this 
knowledge is an obstacle to effective emergence of the relationships, cultures, 
knowledge and understandings necessary to effective learning in network 
organisations. In account 7.4, Andy comments that ‘we had to do it all,' because 
members of the network outside of the core organisation were not meeting their 
obligations. 
 
It is a truism that vendors sell their products and services. The claims made of 
competence and process maturity levels of supplier organisations are part of a 
sales pitch. It nears absurdity when one reflects on the many experiences of the 
research participants and is drawn to the conclusion that vendor capabilities are 
more often over-estimated than under-estimated, another source of conflict. 
Andy also advises that the international service provider’s programming staff are 
drastically under-skilled, to a degree that would not be possible in an in-house 
setting with team members recruited directly and trained internally. Andy is 
astonished at the low skill level. 
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Trish comments on a similar phenomenon when an international service 
provider’s team members have knowledge levels far below what is required for 
the work being performed in account 7.6, See how we work. The difference 
between Trish’s situation and that of Andy is that Trish is able to find sufficient 
self-agency to work with her manager to work to overcome the conflict.  
Eteläpelto, Vähäsantanen, Hökkä and Paloniemi’s (2013) conceptual review 
advises that  
agency implies the individual’s intentional role in terms of acting as a conscious 
and willing perpetrator, plus having the capacity and power to act in accordance 
with the intention, and further, producing consequences from the action’   - 
Eteläpelto et al, 2013, p. 49.  
 
In her situation, Trish finds that agency. In the situation described in account 7.4, 
Andy does not do so. Trish also finds herself adopting a ‘complete work-around’ 
in another situation (see account 8.10). Of these responses to stormy change and 
conflict, Trish’s might initially appear the least desirable in immediate financial 
terms. In organisational and long-term financial terms, Trish’s response might be 
the better one… and over a longer period, it might represent a lesser cost, 
depending on the duration of the stormy change. As Mel discovers (see account 
8.11, Relationship development is fundamental), and as discussed by Manning 
(2014), there is often resistance to outsourcing arrangements and the embracing 
of the involvement of vendor organisations. Stormy change is prevalent. Vendor 
network members’ capabilities have not been fully assessed at the organisational, 
management and personal level. The agency invoked by Trish to foster successful 
network membership is salutary and represents a successful quest for 
connectedness.  
 
Stormy change has been accepted as a normal, everyday occurrence in network 
organisations. This phenomenon has many impacts; participants have reported 
high stress levels which have implications not only for employee learning, but also 
for employee well-being overall. Employee stress is generally recognised as a 
269  
phenomenon ‘related to adverse life events and stressful environments or the 
individual’s physiological and psychological responses to stressors, or a 
“transactional” interaction between the individual and environment’ (Bhui, Dinos, 
Galant-Miecznikowska, de Jongh and Stansfeld, 2016 p. 318). Work-related stress 
has increased in recent years, as this Bhui et al (2016) quote raises,  
Work stress can lead to physical illness, as well as psychological distress and 
mental illness. The recent increase in work stress has been linked with the global 
and national recession, job insecurity and work intensity, all leading to greater 
workloads and more interpersonal conflicts. … Essentially, stress in the 
workplace may be the result of exposure to a range of work stressors and 
appears to arise when people attempt to manage their responsibilities, tasks or 
other forms of pressure related to their jobs, and encounter difficulty, strain, 
anxiety or worry in this attempt. -  Bhui et al, 2016, p. 318. 
 
The implications of the stresses related to stormy change and high levels of 
conflict are profound. For the individual learner, the forms of interaction 
accompanying ‘stormy change’ are more a test and lesson in resilience than an 
opportunity to learn valuable workplace information. This phenomenon is an 
unhealthy and undesirable aspect of life and work in network organisations.   
 
10.4 Same Space and Time: Avoid or Encourage? 
A premise for the existence of network organisations is that ICT-enabled 
processes provide for inter-firm and international teamwork that was not 
possible prior to the ascendency of ICTs (see section 3.4; also Ekbia and Kling 
2005, pp. 155-6). Over the decades it has been argued that ICTs can help bring 
people together without the need for face-to face meetings (see section 3.4; also 
Boreham and Lammont, 2000, p. 23). The existence of ICTs has been a precursor 
and enabler of the network organisation phenomenon. 
 
The idea that the use of ICTs overcomes the spatial disconnection of geographic 
distance and the temporal disconnection of non-concurrent communication, 
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saving the time and money consumed by face-to-face meetings is a 
misconception. In account 7.6, See how we work, Trish and her colleagues are 
able to convince decision-makers to provide funding to bring overseas network 
team members to the core organisation to foster cultural development, 
knowledge, understanding and relationship building; an endeavour that proves to 
be successful. Mel takes this a step further when he concludes that ‘at first we 
wouldn’t spend the money to go to India, now we do’ (see account 7.7, We didn’t 
invest enough time in actually having our folks over there). 
 
Another associated theme is the role of face-to-face communication and 
provision of sufficient time duration for learning to occur.  Rather than relying 
predominantly on ICTs for communication, success is more evident when it is 
accepted that face-to-face communication is necessary (see account 7.8, Really 
make it a win-win; also Takeuchi et al, 2013, p. 18).   
 
This thesis has identified in many instances that language is not communication.  
Paralinguistics, body orientation and movement, and the ‘self’ of those involved 
are all part of the establishment of meaning.  Perry and Medina (2011) refer to 
‘the relationship between language and bodies “on the same level” … and always 
in flux and motion’ (p. 65).  They also ‘think of the role of the body in the 
construction of space and subjectivity, as opposed to simply the representation of 
such notions’ (Perry and Medina 2011, p. 73).  The human being is sociable in 
nature.   
 
Learning is optimised as people continue meeting and working together, and for 
network organisations, these people need to form social groups, and then take 
time to get to know each other and go through transitional phases to reach a 
stage of relational maturity (see accounts 7.6, See how we work; 7.8, We are 
hands-on…and they didn’t like it; 9.2, They just muddled along; and 7.7, We didn’t 
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invest enough time in actually having our folks over there; also Yardley, Teunissen,  
and Dornan 2012b; Hollen, Van Den Bosch and Volberda 2013; Nieves and Osorio 
2013; Søderberg, Krishna and Bjørn 2013). A premise of network organisation 
success might have too frequently been the deterministic view that the presence 
of ICTs will lead to productivity and learning. Connectedness is strengthened with 
social interaction. Social group formation involving face-to-face communication 
and considerable time to enable positive outcomes is a prominent theme. 
 
10.5 Models of Culture: Deficit or Emergent? 
The concept that something has been lacking across organisational boundaries in 
the realm of culture resonates through these accounts. Mel notes in account 6.4, 
This is what is on my mind that more was needed to ‘really see ourselves as one 
team,’ as work early in a contractual relationship kept supplier team members at 
‘arms’ length.’ In account 8.3, Shaking their head in agreement, Ben notes that 
Indian team members from other network member companies  would be ‘shaking 
their head in agreement, because of course that's the way it's done in Indian 
culture,…which is a bit confronting...  for us.’ Ben over-generalises Indian cultural 
practice, and is drawing inaccurate conclusions (see Anthias 2016; Parshad et al 
2016; Laleman, Pereira and Malik 2015). This theme recurs through these 
accounts. 
 
Assumptions are being made about other cultures which might be an inaccurate 
form of ‘othering’ (see Laleman, Pereira and Malik 2015). Cultural gaps are seen 
to emanate from non-local team members. Mel drives this point home further in 
account 8.4, Australia is a multicultural society but… when he describes the 
difference between an Australian manager or team member agreeing that 
something will be done, and then doing it, and an Indian in the same situation: 
‘But in our culture if I nod my head and say, “yes,” it means I will go away and do 
what we said I would do. In our culture it means you will go and do that. But it’s 
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not like that for these folks.’ The foreign culture is regarded as the one that is 
deficient. 
 
Park (2005) addresses deficit models of culture, regarding non-dominant cultures 
as lacking: 
"culture" functions …as a referential demarcator measuring the distance these 
Others (sic) stand in relation to the Caucasian mainstream, inscribed in its turn as 
the "culture-free" norm. The inscription of "difference" begs the question 
"different from what?" – Park, 1005, p.21. 
 
Here Park (2005) argues that the term ‘culture’ only arises when there is 
‘difference;’ if no difference is perceived, culture does not emerge as a term or 
concept. This is exemplified in the term ‘multicultural,’ which is used to signify 
‘diversity, social justice, and the correlate issues of minority populations’ (Park, 
2005, p. 13). The idea that cultural difference denotes a dominance and a deficit 
where cultures meet is pervasive in these accounts. 
 
The concept that culture is emergent is also underpinned by the early work of 
Kurt Lewin, cited in Chapter Three, in which Marrow quotes Lewin: 'group 
behaviour is a function of both the individual person and the social situation' 
(Marrow, 1969, p.171, quoting Lewin, 1945).  The solitary individual acts 
differently to the same individual in a group setting, and will vary depending upon 
the group and the situation. In turn, this will influence expectations and culture.   
 
Repeated behaviours can become traits, and these can interact with culture.  
Smaldino (2014) argues that ‘human groups organise in ways that produce 
emergent group-level traits’ (p. 244). Over time these traits and interactions form 
cultures, and ‘an evolutionary theory of culture is here to stay’ (Smaldino, 2014, 
p. 243).  When we define culture as ‘information capable of affecting individuals’ 
behaviour,’ (Smaldino, 2014, p. 243) this interaction between groups, traits and 
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culture sees culture as emergent, rather than a permanent aspect of human 
existence that embraces comparisons and the accompanying deficit view of 
culture. 
 
Fine and Hallett (2014) also discuss the emergent and changing nature of culture, 
arguing that ‘culture is both cause and effect of interaction and affiliation’ (p. 
1775). The Fine and Hallett (2014) analysis focuses on the emergence and 
reliance upon group culture of the participants in the group, arguing that ‘by 
recognising their group culture participants find that they share traditions and 
these traditions can be referred to with the expectation that they will be 
understood by others’ (p. 1776). The argument proceeds with a recognition that 
these processes are fundamental to the life of the organisation, as ‘when culture 
is salient, organisational routines can change’ (Fine and Hallett, 2014, p. 1777). 
Suri and Abbott (2013) present a view of culture with anthropological origins: that 
culture is ‘negotiated, emergent, and contested …and that collectives at any level 
(national, organisational, and subgroup) can develop these systems of shared 
meaning’ (p. 196). This emergent model of culture holds more potential for 
network organisations than a deficit model.  
 
 
Embracing a network form of organisation demands an acceptance that with the 
formation of each new group, as network member companies and individuals 
come and go, new cultures will emerge. Connectedness can foster learning. 
Group members will form and adapt the cultures, and as part of a multi-
directional process these cultures will influence the members as connectedness 
develops. These accounts suggest that this process is constant, and places great 
demands upon team members within network organisations. Deficit models of 
culture are failing network organisations. Emergent models of culture need to be 
further embraced. 
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10.6 Relationships are Real 
The formation of relationships across organisational, national and geographic 
boundaries is another recurring theme in these accounts. In account 6.4, This is 
what is on my mind, Mel reports that ‘the trust relationship was missing at the 
start but it grew over time.’ Mel acknowledges the distance that is imposed on 
team members from vendor companies. In account 7.6, See how we work,   Trish 
recalls her efforts at relationship building with team members from vendor 
organisations; by ‘letting them be a part of your experiences, …that's how you 
really get to know people.’  In these accounts relationship building has taken 
place not as a result of imposed structures, but through the agency of the 
participants and others. The role of relationships in fostering learning in network 
organisations is pivotal, as it is for all situations and organisations (see Billett 
2010, 2008; Carmeli and Gittell 2009; Edmondson and Lei 2014; Duhn, Fleer and 
Harrison 2016; Ferris et al 2009). The importance of sound relationships for 
network organisations cannot be over-emphasised. 
 
The environments and situations in which these relationships develop might be 
regarded as counter-intuitive. Trish’s admiration for the ‘sandpit’ (see account 
8.6) points to the organisational benefits of playfulness and group problem 
solving (see Lamm et al 2012; West, Hoff and Carlsson 2013). In these settings 
group members can associate, form relationships and share knowledge. Sufficient 
freedom and flexibility needs to be guided with sufficient structure, as in account 
9.4, We would believe we were being clear but…, where Mel advises that 
structured meetings with minutes and spelled out accountabilities added to the 
quality of communication and meaning, rather than distracted from it. Group 
formation, incidental learning and shared meanings are at their best in the 
broader context of regular structured meetings and recorded agreements. 
 
Boxall’s (2013) appraisal of literature on relationships resolves that ‘research 
…suggests that employment relationships are of higher quality when the parties 
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are well aligned in terms of capability, commitment and contribution’ (p. 10). 
Profoundly, while Boxall (2013) writes predominantly about manager-employee 
relationships, these three contributors are of equal importance when we consider 
member employees in network organisations in both the core/customer 
organisation role, and in the partner/vendor organisation role.  Misjudgements or 
misrepresentations of these dimensions: capability, commitment and 
contribution, have been central to many of the obstacles to relationship 
formation, meaning-making and learning in these accounts. This three 
dimensional view of relationship strength is a stronger one than one of simply 
‘closer is better,’ or that ‘trust’ is an essential dimension. 
 
The approach that has been taken by the employers of the research participants 
is that relationship building is treated as incidental rather than central to success. 
These accounts suggest that relationship building processes have not been 
actively guided by structured and formalised agreements. The time, space and 
resources for relationship building have not been built into plans when new 
organisations join the network, and have not been frequently replenished as 
group members arrive and depart. In the absence of co-existing time, space and 
embodiment, connectedness withers rather than grows in these environments. 
  
10.7 Re-using Proven Failures: Email and Other Platforms 
A profound finding of these accounts is that the preponderance of email as a 
communication channel is a blight on organisational success and learning 
processes. Other channels such as telephone hook-ups and videoconferencing 
also have applications and associated problems. Identifying the most appropriate 
communications channel for the purpose, its practicality and how it is to be used, 
integrated with face-to-face and telephone conversations, is a major challenge. 
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In account 7.9, Really make it a win-win, Ben astutely points out that ‘with an 
email you can look back at the trail and say, “you can see who said it. You sort of 
still worry about that.”’ Ben recognises that people use email as a form of self-
protection: what is transmitted is recorded and can be defended. The opposing 
phenomenon is face-to-face discussion, as Ben proceeds with the comment ‘and 
if someone really wants to… make it a win-win they can really make it a win-win 
in that situation’ (Ben, account 7.9). The preferred approach is that the win-win 
can be recorded rather than the conflicted debate that might otherwise occur. 
The deficiencies of email-based communication are well documented (see 
Holtbrugge, Weldon and Rogers 2012; Hastings and Payne 2013; Takeuchi et al 
2013). Even so, it remains the main form of communication used by global MNCs 
(Holtbrugge, Weldon and Rogers, 2012, p.90). Email has some sort of stranglehold 
on corporate communications.  
 
 
In account 9.4, We would believe we were being clear but… Mel is forthright in his 
criticism of email, which he describes as ‘disastrous,’ whereby email is abused 
and misused to a degree that attempts at email communication have negative 
results. Mel describes email as ‘its own worst enemy,’ and criticises the use of 
multiple attachments, ‘cc’ fields, and as inadequate for large documents. It seems 
to be commonly understood that over-use of email equates with poor 
communication, yet over-use prevails.  
 
Perhaps email over-use is a symptom of the failure of other forms of remote 
communication. In account 9.3, That didn’t make any sense, Andy notes the 
failure of meeting dial-ins and recordings; in account 7.6, See how we work, Trish 
reports on ‘trying’ videoconferencing without success; in 9.5, A mission of my 
service proposition, Trish recalls the inadequacy of telepresence due to the lack of 
facilities and high demand. These experiences are consistent with a significant 
body of research (see Muylle, Basu, and Standaert 2013; Klitmøller and Lauring 
2013;  Takeuchi et al 2013).  In account 9.5., Trish is pleased when her use of  
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presentation slides and dial-in telephone connections to workshops proves to be 
successful for information sharing with her global clients, suggesting there is 
some hope for distance communication, at least when the transmission is largely 
one way. Some degree of connectedness can transpire.  In the absence of 
anything better, email is used extensively in the network organisation 
experiences described in this chapter. 
 
 
10.8  Relationships, Connectedness and Agency  
The previous discussion leads into the most telling theme: that new relationships, 
cultures, knowledge and understandings emerge constantly in network 
organisations. A consequence of this phenomenon is that humans will seek 
connectedness. The research participants in this study and their colleagues have 
sought and engaged in agentic action to be part of the necessary relationships to 
enable learning to occur. 
 
The role of relationships in network organisations has been a dominant theme of 
this thesis: relationships, rather than the ‘forms of communication’ referred to in 
the research question, are at the centre of how learning takes place in network 
organisations.  As discussed in section 10.6, Boxall’s (2013) appraisal of literature 
on relationships recognises alignment of ‘capability, commitment and 
contribution’ (p. 10).  
 
 
Such a construct of relationship aligns with that of agency; as raised in the 
accounts, and in Chapter Ten, at times research participants and others have 
found the agency within the structures of network organisations to make 
improvements. As Poell and Van Der Krogt (2017) write, ‘as for individual learning 
processes, which occur largely implicitly, employees can operate strategically just 
by responding to meaningful opportunities for gaining experiences as they arise’ 
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(p. 220). These are the very types of experiences that some research participants 
have sought for themselves because they have found agency to act within the 
structures of their network organisation: there has been sufficient structure and 
freedom for them to seek and achieve connectedness with others. Capability, 
commitment, contribution (Boxall, 2013) and personal agency (Poell and Van Der 
Krogt, 2017) combine across organisational boundaries and assist learning in 
network organisations.  This insight coincides with the experiences of the 
research participants and the goals of this thesis: how meaning and learning have 
occurred in network organisations.    
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Chapter Eleven  
Conclusion 
11.1 Forming Conclusions: The Research Question 
Returning to the research question, this chapter aims to provide some meaningful 
responses that distil the essences of this thesis. 
'What relationships might exist between the network organisation, 
various forms of communication, and the learning of employees in 
network organisations?'    
To frame responses to the question, the idea of conclusions for a project of this 
nature may lend itself more to essences than findings.  In section 5.3.5, Schwartz 
(1971) was cited, writing of Lewin (1890-1947) that the human element always 
dominated over a need for objective findings or theories (Schwartz, 1971).  As an 
educator, I identify this human element as the sphere within which I locate some 
essences which permeate this thesis. van Manen (2006) writes that ‘the essence 
of a phenomenon is a universal which can be described through a study of a 
structure that governs the instances or particular manifestations of the essence 
of that phenomenon’ (p. 10). Essences are identified here that have emerged 
from the study of network organisations.   The closest associated concept that 
might be identified is that of ‘themes,’ and these have emerged from what van 
Manen (2006) refers to as ‘a thoughtful, reflective grasping of what it is that 
renders this or that particular experience its special significance’ (p.32).  This 
chapter concentrates on a thematic rendering of essences of this thesis that are 
of special significance in response to the research question. 
 
The essences and themes identified in the structures of network organisations 
exceed superficial considerations and constitute meaning, and in this 
hermeneutic endeavour ‘all understandings are involved in the interpretative 
process (including)… our deepest concerns about the meaning and purpose of 
human endeavour’ (Webster and Ryan 2014, p. 211). It is meaning that has been 
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sought by the research participants, and the desire to make meaning is an aim of 
this thesis. As discussed in Chapters Two and Five, hermeneutic phenomenology 
fundamentally seeks meaning from lived experience and this thesis seeks 
meaningful insights about how and what people learn in network organisations.     
 
The research has aimed to explore the learning of employees in network 
organisations. The matters under examination were to include reference to the 
social-organisational aspects of learning (Poell et al 2000); learning skills (Munby 
et al 2003; Sadler Smith and Smith 2004); documentation; materials and job aids 
(Sadler Smith and Smith 2001, 2004); access to expertise; and culture (Senge 
2000). The role of formal Human Resource Development frameworks was also to 
be part of the considerations (Nankervis et al, 2015). 
 
The role of the structures and agentic actions were also positioned as part of this 
research (Giddens, 1984), especially with regard to the socio-cultural and historic 
aspects of agency (Paloniemi and Collin 2012; Billett 2010b; Vähäsantanen, 2015). 
These aspects of agency contextualise the remainder of this concluding chapter.  
 
11.2 This Chapter 
This chapter takes some of the key themes, meaning and insights that have been 
identified in the course of this research. The main goal effects a return to 
embodied, experiential meanings (Finlay 2012). What the phenomena reported in 
this thesis mean for employees, employers and the broader community is 
discussed, as some of the accounts in other chapters raise issues that concern 
humans more deeply than simply the work context; again, this thesis continues to 
recursively visit the human elements of what is studied to address the research 
question. 
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Sections 11.3 – 11.9 draw on material from the thesis to seek essences: themes, 
meanings, insights and implications relating to the research question. The 
conflicting paradigms of knowledge transfer and tacit knowledge, and the 
difficulties created by this conflict, will be considered relevant to the research 
question in section 11.3.  Insights regarding processes of stormy change, conflict 
and their effects on employees will be considered relative to learning in section 
11.4.  The necessity for trajectories of people to meet as social groupings, and the 
concept that relationships need to be developed in suitable space and time are 
canvassed in section 11.5.  Section 11.6 addresses the manner in which deficit 
models of culture are applied in network organisations, and the way in which 
emergent models of culture better serve the network organisation setting and 
the quest for learning, connectedness and meaning. These constructs lend 
themselves to the matter of relationship formation in network organisations in 
section 11.7; when time, space and resources lend themselves to strong working 
relationships, learning and meaning making are much stronger.  Section 11.8 then 
broaches a topic most opposite to relationship building, and that is the over-use 
of communication tools that have been proven to be least effective; especially 
email.  After decades of existence this platform has been resoundingly maligned 
due to its inadequacy, yet it continues to be a mainstay of global and local 
communication.    
 
The most significant of the essences drawn from this process of 
phenomenological enquiry concerns the situation in network organisations 
concerning relationship formation, the quest for connectedness, meaning-making 
and learning. Section 11.9, Reconceptualising Relationships and Agency, deals 
with this essence as one of the most profound for people in network 
organisations. Section 11.10 provides some closing remarks for this thesis, and 
11.11 discusses the unique contribution to knowledge that this thesis has made.   
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11.3 Knowledge Transfer and Tacit Knowledge: Paradigm conflict 
A dominant theme of this thesis has been the ability or inability of people and 
organisations to recognise or unlock tacit knowledge. The concept of tacit 
knowledge is well understood (see Osgood 1953; Eriksen, 1958; Reber 1996; 
Venkitachalam and Busch, 2012; Nieves and Osorio 2013; Ceci and Principe 2013; 
Alaranta and Alin 2014).   The idea that people know more tacitly than they do 
explicitly is not recognised in most of the accounts outlined in earlier chapters, 
other than when I directly asked Ben about it for account 6.2. 
 
The implications of this lack of recognition of tacit knowledge when combined 
with the knowledge transfer paradigm are immense for those directly involved. 
This paradigm conflict causes frustration, dysfunction and interpersonal conflict.  
 
The implications of these difficulties for network organisations and learning 
within them are profound.  Complex learning processes take place in manners 
unforeseen by decision makers. Those seeking knowledge find that the forms of 
communication implicit in flawed ‘knowledge transfer’ efforts inhibit learning. 
These efforts are compounded by conflict, distance and a range of other factors 
outlined in the rest of this chapter.   
 
 
This paradigm conflict invokes communication dysfunction. Forms of 
communication which embrace the misguided paradigm of ‘knowledge transfer’ 
do not assist learning in network organisations. Contrary to the supposed goal of 
‘knowledge transfer,’ goals associated with relationship-building and the creation 
of knowledge within and across organisational boundaries might be more 
productive and conducive to learning than to label learning with the term 
‘knowledge transfer.’  Tacit knowledge takes time and effort to uncover,  
illuminate and share to enable learning experiences for those seeking it out.       
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11.4 Conflict and ‘Stormy Change’ 
Working across organisational, national and cultural boundaries, with varying 
expectations, conflicting interpretations and models of interpersonal conduct 
leads to conflict . Stormy change is normal in network organisations. Stormy 
change is a brake on learning and achievement.  Learners and network 
organisations will benefit more from relationship building to advance knowledge 
and learning than from stormy change.  
 
The relationship between conflict and stormy change on the one hand, and 
learning on the other, is negative (see Alaranta and Alin 2014; Newman and 
Zolkiewski 2012; Guinot, Chiva and Mallén 2015; account 6.3, They were not 
getting to know what we were doing; account 8.4, Australia is a multicultural 
society but…). 
 
Forms of communication that embrace co-operation and mutual respect are 
enablers of learning contrary to the prevailing phenomenon of stormy change in 
network organisations.  At the individual level, agency can be found with 
appropriate structures and decisions. Efforts by network organisations to enable 
agency through collaboration, contrary to conflict, and that are more consistent 
with experiences in account 8.10, I put in a complete work-around, are likely to 
encourage productivity and learning.  Such agency contrasts with stress invoked 
by poorly managed change (Bhui et al, 2016).  Personal agency for change is more 
effective for communication and learning than stressful change processes. 
 
11.5 Space, Time and Social Groups 
A resounding theme from this thesis is the universal view that for learning and 
communication, face-to-face conversation is important. Research participants 
have sought connectedness with others, and found it predominantly by getting to 
know others in person. When network organisations have sought to maximise 
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digital forms of communication and minimise face-to-face interaction, they have 
frequently needed to reconsider practices to reverse this process and introduce 
greater same time, same place interaction. The costs associated with this have 
often not been taken into account in initial engagements, compounding this 
issue. It has also led to expensive decisions to reverse outsourcing decisions and 
bring work back into the core organisation (Moe et al, 2014). 
 
People need forms of structured experience in time and space to get to know 
each other in person to form social groups, communicate and learn.  Failure to do 
so leads to many of the less pleasant, productive and meaningful experiences for 
people like these research participants. Inadequate scope for face-to-face 
communication is an inhibitor to learning in network organisations. 
 
11.6 Models of Culture: Emergent and Deficit 
The notion of culture has resounded throughout this thesis, and in many ways 
culture has assumed to concern national culture, most commonly Australian and 
Indian cultures.  Culture takes many forms, and is largely recognised as 
information that can be capable of influencing human behaviour (Smaldino, 
2014).  Cultures are formed by organisations, communities and groups of any 
kind.  Rather than focusing on the difference between cultures, participants in 
some of the accounts in this thesis have worked with a group to start its own 
culture.  This model is far more successful for communication, work and learning 
than one which identifies differences between cultures, whereby one is de facto 
the dominant and the other the non-dominant culture (Park, 2005; Fine and 
Hallett, 2014). Each time new groups form, new cultures form and with each 
change of culture group members form deeper meanings from each other’s 
communication, and learning takes place. Deficit models of culture inhibit 
learning while more emergent models are more likely to assist learning.  
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11.7 Relationships Need Time, Space and Structure 
Another insight from this research concerns relationships and their influences on 
learning.  A major frustration of research participants has been their inability to 
form relationships; consequently their work becomes in large part a ‘quest for 
connectedness.’ Phenomena reported in this study suggest that once quality 
relationships have been formed, productivity, meaning and learning ensue. Trust 
is built over time to enable and foster learning (Weck and Ivanova 2013). 
Counter-intuitively, a lack of structure in meetings and conversations detracts 
from the relationship-building process. Sufficient structured guidance in 
appropriate venues for conversations, from meeting rooms to cafes, assists 
relationship building in network organisations.  More conscious attention to 
quantity and appropriateness of time, space and place is required for network 
organisations than conventional organisations, as new cultures are being formed 
and learning occurs. A lack of attention to these factors is a brake on learning. 
 
11.8 Email and Other Things 
The irony of this essence is profound. Email’s dominance of interaction has 
amplified rather than overcome communication between people, locations and 
cultures (Holtbrugge, Weldon and Rogers, 2012). Given this deficiency, greater 
consideration of the ‘when, what and why’ of email is required.  Without 
guidance email is a blunt and ineffective communications tool. 
 
Email is decried a hazard to productivity and learning in network organisations, 
and application of this dominant form of twenty-first century information 
transmission is derided in these accounts.  Along with platforms such as audio-
visual linkages and virtual meeting spaces, too often these technologies fail in 
practice. If they are to be used, they need to be well maintained, used 
appropriately for purpose, supported with appropriate structures and be 
rendered familiar to their users. This thesis has identified more deficiencies than 
strengths in global communications efforts applying ICTs. The relationship 
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between email over-use and the commonly mis-used, poorly maintained and/or 
inappropriately chosen distance audio-visual platform on the one hand, and 
learning on the other, is a negative one.    
  
11.9 Re-conceptualising Relationships and Agency  
Relationships are central to most learning processes. The research question’s 
‘forms of communication’ are dependent on human relationships. Boxall’s (2013) 
‘capability, commitment and contribution’ (p. 10) are possibly the most important 
components in success for learning in network organisations.  
 
Such a construct of relationship aligns with that of agency; as raised in many of 
the accounts, and in Chapter Ten, at times research participants and others have 
found the agency within the structures of network organisations to make 
improvements. When employees sense meaningful opportunities they will 
respond to them (Poell and Van Der Krogt, 2017).  Some research participants 
have sought out learning experiences, finding agency to act within the structures 
of their network organisation: there has been sufficient structure and freedom 
for them to seek and achieve connectedness with others. 
 
A simple model reflecting successful learning and meaning-making in network 
organisations combines Boxall’s congruent dimensions of capability, commitment 
and contribution with the appropriate level of structuration to promote the 
agency of the individual and of groups.  This theme coincides with the 
experiences of the research participants and the goals of this thesis: how meaning 
and learning have occurred in network organisations. While face-to-face 
communication is key, so too is a conception that network organisations rely on 
relationships between people: the principal enabler of learning is quality 
relationships, especially when combined with same time, same place 
connectedness.     
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11.10 Learning in Network Organisations  
Learning in network organisations is achieved through a quest for connectedness, 
in which employees work within, or in spite of, the structures of network 
organisations. This quest leads to the creation of relationships which encourage 
learning. Time and space converge as the trajectories of members of the relevant 
organisations connect, mainly as a result of face-to-face communication with the 
co-situated embodied presence of others.  Many other forms of communication, 
mainly email, provide barriers to learning that can subordinate productivity and 
transparency. With many obstacles, people learn from each other in network 
organisations, provided that they find agency to do so. 
 
Decision-makers in network organisations have not addressed learning theory as 
part of their processes, especially those concerning structures and systems for 
engagement of suppliers. There have also been deficiencies in contract formation, 
language choices and cultural assumptions that are common in network 
organisations.  Learning in network organisations relies on relationship building 
and the provision of adequate resources for this and associated meaningful 
learning experiences to take place.  
 
11.11 The Contributions of This Thesis  
This thesis arrives at findings about network organisations that are of value to 
theorists and practitioners in the spheres of workplace learning, organisational 
studies and management studies.  It describes unique phenomena experienced 
by the research participants and locates these phenomena in the broader realm 
of learning and organisational research in the early 21st Century. The novel 
contributions of this thesis lie in ontological, methodological and theoretical 
realms of human endeavour. 
 
Ontologically, this thesis embraces notions that are found in the philosophical 
and contextual origins of much learning theory, and are  worthy of attention in 
the contemporary setting.  This thesis embraces the concept that social 
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constructivist (or 'constructionist') and post-modern  ideas can be applied to the 
sphere of workplace learning (Huff, 2009).  These ontological perspectives are 
organic to the question of learning in network organisations, and potentially 
learning in all organisations. The now classic theories of Berger and Luckmann 
(1999) render reality as being defined in social terms.  These ontological 
perspectives are organic to the question of learning in network organisations, and 
potentially learning in all organisations, especially in the midst of the types of 
tumultous changes being experienced by employees such as these research 
participants in the 21st century. 
 
The perspective that the personal has a role to play is central to this ontological 
position, and so in places this thesis is unashamedly personal. The researcher is 
not merely an observer but an active participant in the hermeneutic 
phenomenological process, and so when Archer  (2004) positions the self in the 
argument that our embodied practices in the world influence an individuals’ self-
identity, a compelling case for the self emerges. An ontological view incorporating 
‘self,’ far from being indulgent, reflects a commitment to the exploration of the 
meaning of experience, as argued by the main exponent of hermeneutic 
phenomenology referred to in this thesis, van Manen (1997).  The self is as 
significant as the experience being portrayed. 
 
The contribution of this thesis in the ontological view is therefore one which 
posits research from a social constructivist, post-modern perspective 
incorporating a sense of ‘self.’   Ontologically, experience, phenomena, self and 
writing combine to embrace social constructivist, post-modern perspectives that 
are highly relevant when considering the 21st century workplace, and that 
implicitly represent a novel contribution to research in this field. These 
perspectives have aided the identification of relationships, agency and 
connectedness as key concepts in the contemporary sphere of workplace 
learning. 
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Methodologically, the contribution of this thesis to the body of knowledge 
concerning workplace learning lies in the application of hermeneutic 
phenomenology to enable intellectual interaction with the recounted experience 
of others, arriving at essences.  These essences are the result of a process of 
appropriating and clarifying.  Explicit statements are made about the nature and 
structure of lived experience (van Manen, 2006).  This hermeneutic 
phenomenological process represents an evidence-based, experiential and 
reflective view of workplace learning experiences that are specific to network 
organisation settings and which are meaningful and novel.   
 
Theoretically, this thesis challenges many of the theoretical underpinnings of the 
organisational practice of establishing and maintaining a network organisation. 
Learning and communication are frequently based upon and intertwined with 
human relationships.  People seek out relationships and connectedness with 
others.  The perspective that ICT based communication can provide the 
foundation of communication and learning is ill-conceived. Processes of 
communication in network organisations, like all human endeavour,  are subject 
of relations between people, regardless of their base organisation, culture or 
nationality (Boxall 2013; LeRoux and Blackmar 2012; Weck and Ivanova 2013).  
Relationship building using multiple forms of communication is a key component  
of learning in network organisations. 
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